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SUMMARY 
This paper outlines the work completed to date to modernise the way in which services 
are provided. It also sets out the transformation plans for the future and how the Council 
will continue to innovate to improve access and quality of service for customers.  
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RECOMMENDATION 
It is recommended that the Rural Overview and Scrutiny Committee note the content of 
the report and support the ongoing transformation journey.  
 

 
1. BACKGROUND TO REPORT 
 
1.1 At the meeting on 21 November 2018 it was requested by the Rural Overview and 

Scrutiny Committee that a report be provided that explores further the 
transformational changes that have been made to services as well as items for 
future innovation and transformation.  

 
1.2 The work carried out to date has explored the use of future technologies to ensure 

that inclusive and accessible services are delivered. It is the intention that the same 
approach is followed for the following five themes:  

 

 Digitisation:  is about more work being undertaken online.  Enabling customers 
to transact with us in a wider capacity and at a time that suits them, which is an 
improvement to the service currently offered. This work, combined with the 
implementation of other technologies such as intelligent automation, will result in 
the freeing-up of staff to add value and better support customers who need a 
higher level of assistance. This work is not about wanting to switch off more 
traditional routes of communication, but making improvements and deploying 
staff more effectively.  

 

 Intelligent Automation: is about enabling improvements to the quality of the 
work completed. It focuses on enabling technology to undertake high volume, 
repetitive work where mistakes can often creep in when processes are manually 
completed. It will also enable transactional processes to be completed more 
quickly.  

 

 Predictive analytics: will enable the Council to identify new trends based on 
data that is collected through the course of normal business.  This will enable 
better planning of services and staffing taking into account seasonal 
requirements such as green waste collections and council tax billing. 

 

 Operational improvements: would be informed by results from the above areas, 
along with input and recommendations from relevant Committees.  

 

 Service reviews: will fundamentally challenge how services are provided by the 
Council. As an example, the reviews will consider delivery methods, technologies 
and the efficiency of processes. 

 
1.3 The world is changing at an ever-increasing rate, as are the expectations of the 

residents and businesses that the Council serves. It is important that the Council 
continues to innovate and improve the way that services are delivered to reflect and 
respond to the operating environment. The changing world will see: 

 

 By 2020, the existence of 50 billion internet connected things, for example TV’s, 
fridges, smart home technologies, pacemakers etc.  

 By 2025, digital natives accounting for over 50% of the global workforce. These 
are individuals that have only ever known the use of digital technology. 



 

 

 By 2050, increased automation, with up to 50% of today’s jobs are being 
automated.  

 
Achievements to date  
 
1.4 Lightbox is the Council’s research, design and innovation bureau.  It was set up to 

develop and test new ideas in relation to how the Council works and operates. It 
has been fully staffed and functioning since April 2018. This team has been 
instrumental in developing the future change and transformation plans. 

 
1.5 The Council has streamlined its Transformation and Organisation Development 

teams, bringing them under the same management reporting line as Lightbox.  This 
change in reporting lines has resulted in greater integration of transformational 
change into the HR function to ensure an appropriate mix of skills and expertise.  It 
is recognised that whilst technology can be used to transform a service, there is a 
need to understand the impact on people – whether customers or employees of the 
Council. The Change and OD team is headed up by Vicky Brackenbury and is 
targeted around project delivery, performance management and organisational 
development.   

 
1.6 Lightbox and the Change Team have been involved with several initiatives to date:  

 

 A training centre prototype:  Traditionally when training has been required, the 
Council looks to external providers.  This involves not only training costs, but 
travel and time costs too.  Rather than automatically sending staff externally, the 
Council is trialling the hosting of training in-house which affords the opportunity 
to sell spaces to other organisations and generate additional income.  The aim of 
the trial is to ascertain the financial viability and effectiveness of this approach. 
The money generated from external sales of the training spaces is being returned 
to the Council’s training budget. The trial is due to end in March 2019 and the 
results will be evaluated.   

 

 BoxEY: A collaboration with Ernst & Young (who operate as EY).  EY is one of 
the recognised "Big Four" accounting firms.  We have formed a joint team with 
EY to bring our experience of the public sector and their experience and 
knowledge of emerging technologies together to introduce Intelligent Automation 
to South Kesteven. The aim is to speed up the transactional, high volume and 
repetitive processes, which will free up staff to work with customers who need 
additional assistance and add value in other areas.   

 

 Live Performance Dashboards and Predictive Analytics: The Council is 
working to improve performance reporting data and introduce predictive 
analytics. Currently performance data is subject to varying time lags and therefore 
is an “after the event” view. The work will provide real time performance data 
enabling the organisation to react quicker to changes in customer demand and 
enable managers to be more flexible regarding real time staffing requirements.  
This new data and the potential ability to interrogate systems will also enable 
officers to identify trends and plan the future delivery of services. 

 
 
 
 



 

 

1.7 Other areas of transformation and innovation within the authority:  
 

 LotterySK: The local lottery is proving to be a great success; the lottery has 
already had one jackpot winner who has received £25,000. Since its launch the 
lottery has seen over 1,000 people playing and helping to raise funds for good 
causes and the community fund.  So far there are over 70 good causes benefiting, 
with more in the pipeline to be signed up. The full list of charities and good causes 
can be seen at www.lotterysk.co.uk/support/find-a-good-cause. This also 
provides further information on the number of tickets sold to date.  

 

 Agile working – IT rollout: The Agile roll out has now completed a period of 
laptop and software application testing by the Chameleon group to gain full user 
experience feedback across a wide range of services. This gained a large amount 
of positive response with the agility really being welcomed. Any issues regarding 
software applications are currently being addressed and the roll out schedule is 
being planned for the first tranche of users.  

 

 New Corporate Strategy: This was rolled out in May after substantial staff input. 
The strategy was developed by and incorporated feedback from both the staff 
survey carried out in 2017 and subsequent sessions to discuss the organisation 
we want to become.  This work was used to underpin the behaviours outlined 
within the strategy.  

 

 Increased social media and online demand: The Council has a website as well 
as active Twitter and Facebook pages. Over the last year we have seen a 78.5% 
increase in website visitors, which has equated to 383,393 new usages of our 
site. 

 
Twitter has reached the of milestone 6,700 active followers, which is an increase 
of 611 over the last 12 months. During the snowy period in March 2018 our tweets 
were seen by 40,000 people. Recently the Communications Team were involved 
with the RAF100 concert in St Wulfram’s Church. This included using two 
promotional films and both Twitter and Facebook advertising and promotion, 
which reached an audience of over 20,000 readers.  
 
Overall, the authority has experienced a marked increase in the usage of the 
website and online connectivity. These statistics are particularly important as it 
demonstrates that the Council needs to cater for those residents who expect 
online communications and services, as well as those residents who prefer 
traditional methods of communication.  

 
Transforming how the organisation works  
 
1.8 Whilst the achievements to date have provided a good base to work from, the 

Council is continuing to progress it’s transformational and innovation ideas to unlock 
capacity and put resources to better use.   

 
1.9 Savings and service improvement costs were included within Budget papers 

considered on 10 January 2019 and include:  
 

 Telephony review:  A review of the customer service telephony offer has been 
completed and the improvement actions that are being planned include: 
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-  Improving the navigation of the interactive (IVR) system by reviewing the current 

wording for the options that are not being found by customers. 
-  Exploring the longer term options available for a voice activated IVR, which allows 

customers to say a few key words or request an officer directly. 
 

 Service reviews: The Change team is working closely with Service Heads to 
review and challenge current service provision.  To ensure that all aspects are 
reviewed including delivery, technology and whether there are further areas of 
efficiency that can be considered.  

 

 Clarity of Services for members – The Communications team are putting 
together a “Who’s who” with photographs of the senior team and what areas they 
are responsible for to enable members to approach the correct person either face 
to face or by email and telephone. A draft version of this document will be 
available for circulation at the meeting 

 
1.10 Working as a joint team with EY the Council has undertaken an assessment of service 

transactions based upon human input, pace of work and the innovation capability that 
would enable us to use intelligent automation technologies. Over 90 processes were 
reviewed with the potential for automation being considered. An example of the 
transactions, both internal and external, that have automation potential are:  
 

o Reconciliations  
o Application forms  
o Change forms 
o Material control 
o Invoicing 

 
1.11 The intelligent automation process will not simply see the current work processes be 

automated. A review of the process will be completed to identify opportunities to 
streamline activities and increase efficiency, before the automation technology is 
applied to it. Figure 1 provides an indicative example of how a process could move 
from an ‘as is’ position to the ‘to be’ solution. 

 
Figure 1 Indicative Example of ‘As Is’ to ‘To Be’. 

 



 

 

     
  
1.12 Work is underway to implement and make use of live performance reporting and 

predictive analytics. Once a prototype solution is developed within Customer 
Services, Revenues and Benefits, the feedback from these services will be used to 
review the effectiveness of the solution with a view to extending it across the 
organisation.   

 
1.13 The dashboards will present live information and automatically update. The data 

contained within them can be explored and presented in a range of formats, enabling 
Officers to more accurately predict and respond to customer demand. 

 
1.14 It is also possible to utilise predictive analytics within the dashboards. This effectively 

enables Officers to model different scenarios to better understand the impact of any 
changes which could be made. For example, the impact of a change in resource 
levels or a shift in demand from one access channel to another. 

 
A commercially minded Council  
 
1.15 The Council has also formed three companies to extend both commercial reach and 

learning:  
 

 InvestSK: This is South Kesteven District Council’s economic growth and 
regeneration company. Established in June 2018 as a company limited by 
guarantee with its sole member being South Kesteven District Council. 

 
Responsible for leading South Kesteven’s ambitious growth agenda, InvestSK 
works to support local businesses to grow, drives new inward investment to the 
area, boosts the arts, heritage, town centre and visitor economy offers, and 
enhances the skills of the district’s future workforce. 

 
InvestSK’s work is focused on: 
o Creating new jobs by supporting local businesses to grow and promoting the 

district to attract new commercial inward investment 
o Leading the district’s skills agenda to recruit, retain and grow our local talent. A 

skilled workforce that meets business needs is crucial for economic growth: 
increasing prosperity by giving companies the tools they need to grow which 
creates employment opportunities for local residents 

o Delivering the district’s cultural strategy, which encompasses the following four 
pillars: heritage, the arts, sport and the sciences. The aim is to enhance and 
support economic growth, ensure an entertaining cultural offer, encourage 
learning and participation and enrich the lives of residents.  

o Supporting and delivering heritage regeneration across the district. Heritage is 
an exceptionally powerful tool for regeneration - it plays a key role in place 
making, supporting cultural identity, increasing community cohesion and 
creating an atmosphere in which people want to live and work, and in which 



 

 

businesses thrive. Working with SKDC, businesses, civic and community 
groups, InvestSK is unlocking the potential of heritage to generate growth. 
Projects range from the development of a heritage quarter within Grantham, to 
supporting local communities to celebrate, interpret, access and regenerate their 
heritage. 

 
o Delivering South Kesteven’s aspirations to enhance the district’s four market 

towns, to grow the retail offer and boost the local economies. 
o Delivering South Kesteven’s visitor economy strategy – promoting the district as 

great place to visit, explore and enjoy – both for local residents and visitors 
outside of the district. The mission of the visitor economy team is to provide 
overarching marketing activity, campaign planning and support to enable the 
stakeholders in the district to flourish and to reach a far wider market than one 
they could reasonably hope to reach through their own endeavours. 

 

 EnvironmentSK: From 1 March 2019, all grounds maintenance work will be 
delivered by this newly formed private company wholly-owned by the council. The 
company will cover all the services currently provided under the Glendale contract 
which includes: 

 
o Maintenance of formal public spaces, parks, cemeteries, sports pitches and 

playing fields 
o Maintenance of all closed churchyards and amenity grassed areas on open 

spaces 
o Attendance duties and marking out of sports facilities and pitches 
o Weed control on council-owned sites 
o Maintenance of council-owned housing estates and supported council house 

gardens 
o Winter salting of car parks and supported housing schemes 

 

 DeliverSK:  Will be a co-investment partnership with a private company, paving 
the way for large-scale development and regeneration projects from start to finish.  
The Council will use the new partner’s expertise in managing and funding large-
scale developments. Potential projects could include housing developments, 
including social and affordable homes; office and employment space; leisure 
facilities; and mixed-use regeneration schemes.  DeliverSK will complement the 
work of InvestSK.  

 

2. OTHER OPTIONS CONSIDERED 
 
2.1 As an authority the Council needs to ensure that the services offered are the best 

value and meets the needs of our residents   A range of options were considered 
through the review work completed with EY and the research completed by 
Lightbox. The appropriate options are contained within this report. 

   
3. RESOURCE IMPLICATIONS  
 
3.1 The implementation of the change and transformation plans will see the Change 

Team working with Officers across the organisation. It will also see resources being 
utilised from EY. The companies highlighted above are resourced in accordance 
with their budgetary provision.  
 
 



 

 

4. RISK AND MITIGATION  
 
4.1  Risk has been considered as part of this report and any specific high risks are 

included in the table below: 
 

Category Risk Action / Controls 

Technological changes 
 

The technology being considered is capable of 
updates and upgrading to protect our longer term 
position.  

Cyber  
 

The technology currently under consideration is 
for use within our existing systems and will 
therefore not add another layer of risk for external 
breaches.  

 
5. ISSUES ARISING FROM IMPACT ANALYSIS (EQUALITY, SAFEGUARDING 

etc.) 
 
5.1 There are no foreseen issues relating to equality and diversity or safeguarding 

resulting from this report. Any issues that do arise relating to individual items will be 
address as required. 

 
6. CRIME AND DISORDER IMPLICATIONS 
 
6.1 None 
 
7. COMMENTS OF FINANCIAL SERVICES 

 
7.1  The funding of the Lightbox resources was agreed by Council as part of an “invest 

to save initiative” with the primary aim of transforming services and processes and 
reducing costs. The indicative budgets for the forthcoming year includes a 
transformation target saving of £200k that will be delivered utilising the tools and 
techniques that are detailed in the report. 

 
8. COMMENTS OF LEGAL AND DEMOCRATIC SERVICES 
 
8.1 There are no legal or democratic implications as a result of this report. 
 
9. COMMENTS OF OTHER RELEVANT SERVICES  
 
9.1 None  
 
10.  APPENDICES 
 
10.1 None 
 
11.  BACKGROUND PAPERS 
  
11.1 http://moderngovsvr:8080/documents/s21782/ACEX%20008%20-

%20Rural%20OSC%20-%20Services%20-%20November%202018.pdf 
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