
 

 

  

 

 

 

 

 

 
 
 

 
 
 
 
 
 
 
 

Purpose of the Report 
 

The Resident First Programme has been developed as part of our co-operative approach 
to make access to services easy and efficient by enabling residents to self-serve and stay 
informed while continuing to support those who need it. 
 

The programme design principles include: 
 

 Co-operative Customer Culture; 

 Enabling Self-Help; 

 Thinking like a Resident; 

 Access Channels and  

 Data to Intelligence. 
 

Executive Summary 
 

This paper follows on from the initial report provided to Overview and Scrutiny on Tuesday 
14 March 2017 which provided an outline of the programme. This report provides an 
update on: 
 

 Background to the programme; 

 Progress to date in phase one of the programme; 

 Member engagement; 

 Updated financial position and 

 Key issues and questions for Overview and Scrutiny to discuss.  
 
Recommendations 
 

Comments and feedback are invited – please see section five. 
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Resident First Programme Update                                         Tuesday 5 September 2017 
 

1 Background 
 

1.1 The Resident First programme has been designed to embed the Council’s co-
operative approach with both residents and services.  The programme will make 
access to services easy and efficient by enabling residents to self-serve and stay 
informed while continuing to support those who need it. This will result in a 
transformed end-to-end customer journey, aligned with the Council’s co-operative 
customer strategy and reducing the cost of transactions. By providing self-serve as 
the primary access channel, we will increase our efficiency and make best use of the 
resources we have remaining to serve more complex cases or residents that require 
more support.  
 

1.2 This Business Case for the Resident First programme was endorsed by EMT on 8 
March 2016 and by Leadership on 21 March 2016. Funding for the revenue 
elements of the initiative is by means of an earmarked reserve established at the end 
of 2015/16.  This reserve has been incorporated within the Councils Reserves 
Policy.  The Resident First Reserve is identified as a corporate priority within the 
overarching Transformation Reserve.  

 

2 Phase 1 – Progress to Date  

 

2.1 Phase one of the programme commenced in autumn 2016. Phase one includes six 
service projects focussing on specific interactions with Council. As described in the 
previous Overview and Scrutiny paper on 14 March 2017, the projects were 
identified using a prioritisation system focussing on which services should be 
reviewed first. The service projects in phase one are illustrated in Figure 1 showing 
current phase of the four stage process – understand, design, build, and deliver.  
 
Figure 1 – Phase 1 Service Projects and current stage  
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2.2 The following tables provides an outline of each project and how it will benefit 
residents and the Council.  
 

In-year School Transfers – Moving School Transfers Online  
 

What we’re doing Why 

New online application process   9/5 services becomes 24/7 service 

 Time savings for residents and Council 

 Postage savings 

 Environmental  benefits 

Progress Tracking for Residents   Residents will be automatically updated 
by the system as their application 
progresses 

 Reduced number of resident chase ups 

Go Live – January 2018 
 
 

Registrars – Supporting Residents at their Time of Need   
 

What we’re doing Why 

Introducing online “tell us once”  More convenient for residents  

 9/5 service becomes 24/7 service 

Text message reminder service 
for appointments 

 Residents will receive appointment 
reminders 

 Reduced number of missed 
appointments 

Death Certificate stamps for 
GPs 

 Assist GPs to get paperwork right first 
time 

 Better service for residents with fewer 
delays 

 Time savings for residents, GPs, and the 
Council 

Go Live – September 2017 
 
 

Fly-Tipping and Environmental Online Reporting  

What we’re doing Why 

Improved online form  Easy to use form 

 Time savings for residents and Council 

Progress tracking for residents   Residents will be automatically updated 
by the system as their request 
progresses 

 Time saving for the Council 

 Reduced number of resident chase ups 

Better data – better results  Build up a picture of fly-tipping hotspots 
using data 

 Proactively target problem areas to 
reduce number of incidents and catch 
those responsible 
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Go Live – September 2017 
 
 
 

Licensing – Licensing is going online   
 

What we’re doing Why 

Online applications for taxi 
drivers, vehicles and operators  

 More convenient, no need to visit the 
office 

 Reduction in transaction time/costs 

 9/5 service becomes 24/7 service 

 Time savings for residents 

Online payments for license 
applications 

 Quicker, speeds up the process 

 Reduction in transactions time/costs  

 9/5 service becomes 24/7 service 

 Time savings for residents 

Customer to upload 
documentation online  

 Time savings for residents 

 Reduction in transaction time/costs 

 Improved document security 

Online booking for 
appointments, MOTs, and 
knowledge tests  

 Reduced missed appointments 

 More convenient for customers 

 Quicker, speeds up the process 

Reminder text and email service 
for renewing licenses 

 Better communication with customers 

 Reduction in postages costs and time 
spent on mail outs 

Go Live -  September 2017 
 
 

Highways – Highways Online Reporting  
 

What we’re doing Why 

Improved online form  Easy to use form 

 More Highways information online 

 Time savings for residents and council 

Progress tracking for residents   Residents will be automatically updated 
by the system as their request 
progresses 

 Reduced number of resident chase ups 

Better data, better results   Rebuild up a picture of Highway problem 
areas using data 

 Use data to support decisions 

Go Live – September 2017 
 
 

Revenues and Benefits – Growing My Account    
 

What we’re doing Why 

Paperless Billing   More convenient for residents 

 Encourages instant payment 

 Postage savings 
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 Environmental benefits 

Online Council Tax payments   9/5 service to 24/7 service 

 Encourages residents to deal with 
problems rather than wait 

 Time savings for residents and Council 

New online forms for single 
person discount and change of 
address 

 9/5 service to 24/7 service 

 Easy to report a change 

 Time savings for residents and Council 

New online free school meal 
entitlement checker for schools  

 Easy, fast, and secure access to 
information 

 Time savings for schools and Council 

New online Housing Benefit 
payment checker for Landlords 

 Easy, fast, and secure access to 
information 

 24/7, real time information updates 

 Time savings for Landlords and Council 

Go Live – August 2017 
 
 

2.3 In addition to the six service projects, phase 1 also includes three cross-cutting 
projects designed to drive improvements across the Council. These projects will 
continue into further phases of the programme. The cross-cutting projects are listed 
in Figure 2. 
 

Figure 2 – Phase 1 Projects and current stage   

 
2.4 The following tables provide an outline of each project and how it will benefit 

residents and the Council.  
 

Digital Project – Workstream 1  
 

What we’re doing Why 

Workstream 1: Refreshing the 
look and feel of the Oldham 
Council website. 

 Bring up to date with the modern customer 
services residents have come to expect 

 Easier for residents to find key services 
and pages 

 Making sure content is accurate, up to-
date and relevant 
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 Easier to get messages across to 
residents 

 Improving the customer journey 

 Collecting data that enables to better serve 
our residents 

Workstream 2: Delivering an 
online payment solution 

 Allowing residents to pay for services more 
quickly and easily without needing to call 
or visit 

Workstream 3: Delivering an 
integrated online booking 
solution  

 Allowing residents to book services more 
quickly and easily without needing to call 
or visit. 

Workstream 1: Website refresh – January 2018 
Workstream 2: Payments and Bookings – Delivered in Phase 2   
 
 

Contact Centre – Modernising our Telephony Support     
 

What we’re doing Why 

Upgrading the Telephony platform   To help us to respond to 
telephone calls more effectively 

 To keep up-to-date with new 
functionality  

Introducing multi media contact 
management software 

 Get better data and 
management information 

 Manage calls and emails more 
efficiently 

 Time savings for residents 

 More flexibility for agents  

Changing how the switchboard works  Stop double handling resident 
calls  

 Reducing call volumes and cost 
for the Council  

Taking the learning from the pilot and 
launching Live Chat  

 Quicker response to residents 
enquiries 

 Encourage self-serve 

 More personalised online 
experience 

Go Live – September 2017 
 
 
 

Strategic Face to Face  

What we’re doing Why 

Understanding our current face to face 
offer  

 To identify how we can continue 
to build on supporting residents 
who need our support  

Understand stage – December 2017 
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2.5 The programme team are capturing learning from the first phase of the programme 
to inform how the second phase will be approached. The second phase will be 
developed, costed, and formally reviewed by the Resident First Programme Board, 
EMT and the Deputy Leader in his capacity at Member Lead for the programme 
before commencing.  
 

3 Member Engagement  

 

3.1 The previous Overview and Scrutiny paper from 14 March 2017 focussed on how the 

programme can support and engage with Members. It was agreed by Overview and 

Scrutiny that a quarterly member forum would be established. Subsequently, the 

following objective has been established: 
 

The objective of the group is to provide Members with regular updates on 

implementation and benefits resulting from the programme and to gain Member’s 

insight for the programme as representatives of residents and local businesses. It 

will also provide members the opportunity to constructively challenge, support and 

champion changes made by the programme. 
 

3.2 The first session was held on Tuesday 20 June 2017 and focussed on the following:  

 Raising awareness of Programme aims, objectives and benefits 

 Showing members new My Account functionality for Revenues and Benefits 
and the new online fly tipping web form 

 Sharing an overview of each projects in a marketplace 

 Listened to members feedback  
 

3.3 The session was attended by twelve members including three cabinet members. The 

session received positive feedback. Key learning for the programme to address 

includes the following: 

 Supporting members to understand key issues reported at a ward level 

 Ensuring residents who can’t read English are supported, potentially including 

digital translate options 

 Ensuring we are bridging the digital divide to ensure residents can access 

services online and benefit from the improved service 

 Keep making it easy to report issues online and support members with how-to 

guides to use 

 Widening the use of My Account beyond Revenues and Benefits 

 Consider how we can make it easier for residents to interact with all public 

services vs. ‘council’ services, e.g. housing – are we joined up? 
 

3.4 The following actions will take place to reflect the feedback from Members: 

 Members welcomed the event and the next session will be organised for early 

October 

 Members have been set a short questionnaire to gather formal feedback from 

the June session to ensure the programme can listen and learn from the 

feedback 

 Prioritise developing the technology that will enable My Account to be used for 

any online service 
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 Aligning the programme to organisational approach to data and intelligence 

and bring Business Intelligence closer to the programme  

 Further Member engagement with how-to guides each time a new service is 

launched.   

 Ensure resident journeys in housing (and other public services) are captured 

in the face to face project and consider this with respect to access channels. 

 Explore the support available to residents with English as a second language, 

including digital translation services possible. 

 

4 Financial Management  
 

4.1 Regular Programme financial monitoring is in place in respect of Capital and 
Revenue expenditure to ensure that spend is within the budgets agreed for the 
programme. This progress is then shared with the Programme Board and Deputy 
Leader as part of the monthly Highlight Report.  

 
5 Key Issues and Questions for Overview and Scrutiny to Discuss 

 

5.1 Do the new Member engagement plans meet the commissioned mandate from 
Overview and Scrutiny with respect to keeping Members informed and engaged with 
the programme and progress made? 
 

6 Links to Corporate Outcomes 
 

6.1 Corporate Plan– the Resident First programme will strengthen our co-operative 
approach to delivering services to residents. The programme supports the third 
corporate objective in getting the basics right. This will be realised by simplifying 
customer journeys and making access to services easier. Providing this greater 
access to self-service will also make sure we use our resources effectively by 
utilising them for more complex queries. We are also focussed on capturing the 
voice of the resident throughout the programme methodology. This will be 
undertaken through capturing and analysing feedback, web analytics, and engaging 
with residents who use our services and those who don’t. This supports the final 
strand of the third corporate objective. 
 

6.2 Customer Access Strategy – the programme will ensure a consistent approach to 
accessing services through the programme methodology and programme tools. This 
will ensure that channels are rationalised and link together to improve ease of 
access.  
 

6.3 IT strategy – the emerging IT strategy will guide (and vice versa) focus on IT that 
improves access to the Council for residents. The IT strategic roadmap is now 
aligned with Resident First in order to deliver the digital capabilities it requires to 
enable the identified need, aspiration, and benefits.  
 

6.4 District working strategy and Library strategy – this will influence the way that 
services organise to achieve a Resident Focus by clearly outlining what type of face 
to face support is available where and when. 
 

6.5 Early Help Offer – embedding a more rounded approach to supporting residents’ 
needs within an environment of reducing ‘response’ and enhancing ‘prevention’. 
 



 

  9 

6.6 Staff Engagement – colleagues are invited to ‘do their bit’ by highlighting how we 
improve the way we deliver our services either as a member of the Oldham Team or 
as a resident. Mechanisms to capture this feedback are underway.  
 

6.7 Co-operative Values – We will work together in partnership with residents, partners, 
and services to improve self-help and self-service access. We will reshape our 
website, Contact Centre and face to face access to deliver this.  
 

6.8 Co-operative Behaviours – We are aiming to capture each behaviour through the 
programme methodology. We will work with a resident focus by bringing data, insight 
and the voice of the resident into each project. We will support Local Leaders by 
making sure that Members have sight of the changes we make to services to 
improve self-serve access and what the most effective route and channel is to 
resolve issues, reports, claims, and queries. We are encouraging colleagues to be 
committed to the borough by sharing their ideas and experiences as staff and as 
residents to improve how we deliver services. We are working together with services 
to take ownership and drive change to improve our current service access. Finally, 
we are encouraging high performance by clearing baselining programme benefits 
and measuring them to understand how successful the changes made have been. 

 
7. Additional Supporting Information 
 

7.1 None 
 

8.  Capital Financial Implications 
  

8.1       There are no additional capital implications arising from this report. 
 

8.2 Provision to undertake phase 1 works exists within the current capital programme. 
 

8.3 Funding required to undertake further phases of works will be addressed as part of 
the ICT Capital Strategy. 

 (Jit Kara- Senior Accountant) 
 

  

9.  Revenue Financial Implications 
 

9.1        There are no additional revenue implications associated with this report. 
 

9.2 Funding for the revenue elements of the initiative is by means of an earmarked 
reserve established at the end of 2015/16.  This reserve has been incorporated 
within the Councils Reserves Policy.  The Resident First Reserve is identified as a 
corporate priority within the overarching Transformation Reserve. With the funding in 
place, phase one of Resident First programme has therefore progressed and will be 
subject to review, including measuring benefits for that phase (specifically residents’ 
outcomes). The initial projection estimated that the first phase, including cost 
modelling, would require £320k of revenue funds.  

  

9.3 Subsequently, a further £96k funding has been identified for specific items within 
Phase 1 and giving an overall financial envelope of £416k.  The project is currently 
forecast to be delivered within the revised budget allocation funded from the 
reserves available. 

(Mike Ward – Senior Accountant) 
 

10.  Communication Comments  
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10.1    A detailed communications plan has been developed to support the delivery of the 
Resident First programme. Working closely with the programme team, we have 
identified relevant stakeholders and have now begun the implementation of the plan. 
Plans have also been developed to support delivery of individual projects within the 
Resident First Programme and we will continue to work alongside the team to ensure 
messages are clear and consistent. 

 

(Jane Rotherham, Assistant Head of Communications) 
 


