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What we said we’d achieve in 2011/12 

Priority Outcome: Transformation – Changing 

the way services are provided to ensure value 

for money. 
 

 

How did we do? 
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We said we would: Share a range of back office services at 

reduced cost whilst maintaining, and where possible improving, 

service standards. 
 

By: 

 

Sharing of Legal, Human Resource, Finance, Revenue and 

Benefits, Audit, Risk and Resilience and Procurement, ICT and 

Building Control Services. 

The Transformation Plans have received final approval from the 

Strategic Board.  A number of actions have already been 

implemented and work is underway to implement others. 
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And As Performance Measures: 

 

Savings to be achieved from Shared Services. 

 

Target : £266,000. Outturn :£279, 630 

In total, over £550,000 has been saved from the first year of 

shared services.  This saving has been shared 50:50 with Stafford 

Borough Council 
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We said we would: Provide services that are good value for 

money 
 

By: 

 

To undertake a spend analysis exercise and identify where 

savings can be made through effective procurement.  

Some work has been undertaken on the savings analysis and 

this work will be progressed in 2012/13 
 

 

 

Sharing of best practice and lessons learnt at Wider 

Management Team meetings 
 

Sharing best practice is one of the ‘refreshed’ aims of the WMT 

meetings.  Specific sessions have been identified and are being 

programmed in eg LEAN work/shared services 

 
 

And As Performance Measures: 

 
Savings to be achieved through effective procurement  

Progress on this has been delayed due to work on the shared 

services transformation plan.  Some work has been undertaken 

on the savings analysis and this work will be progressed in 

2012/13. 
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Priority Outcome: Transformation – Changing 

the way services are provided to ensure value 

for money. 

 

Case Study: 
 

Shared Services – Case Study 

 
Background 

 

Cannock Chase Council and Stafford Borough Council have shared a range 

of predominantly back-office services.  The arrangements have been based 

on a lead authority model with a broadly even share of the services between 

the two Councils. 

 

Services led by Stafford Borough Council: 

• Technology – wef 1 January 2011 

• Legal Services – wef 1 April 2011 

• Human Resources – wef 1 April 2011 

 

Services led by Cannock Chase District Council: 

• Building Control – wef 1 January 2011 

• Revenues & Benefits – wef 1 April 2011 

• Finance – wef 1 April 2011 

• Audit, Risk & Resilience and Procurement – wef 1 April 2011. 

 

 

Savings 

 

The model of pairing of services between CCDC and SBC has enabled a 50 

/50 sharing of savings and costs to be agreed for these seven back office 

services.  

 

All of the targets set for savings in the first year have been achieved and 

there has been a slight over achievement for some services. To date over 

£0.55m has been saved from the sharing of services. All services are currently 

on target to deliver their total shared services savings targets, including those 

in respect of leisure outsourcing, and this will increase the total savings to 

over £1.2m by the end of 2012-13.  See table below for more details. 

 

 First Year 

Savings  

£ 

Cumulative Total Savings 

General 

£ 

Leisure 

Outsourcing 

Total 

£ 
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£ 

Technology 45,248 210,000 13,500 223,500 

Legal 53,000 82,000 2,600 84,600 

Human Resources 55,891 70,000 75,400 145,400 

Building Control 47,400 47,400 0 47,400 

Revenues & Benefits 250,000 400,000 0 400,000 

Finance 75,000 200,000 46,000 246,000 

Audit, Risk & Resilience 

and Procurement 

32,720 70,000 20,620 90,620 

TOTAL 559,259 1,079,400 158,120 1,237,520 

 

The bulk of these savings come from reductions in staffing but savings are 

also being achieved through sharing IT systems, removing the duplication on 

subscriptions etc 

 

 

 

Performance 

 

The performance information provided for all of the services indicates that 

there has been no significant change in services provided since the 

commencement of shared services.  It is anticipated that performance levels 

will be maintained, if not improved through the implementation of the 

transformation work.  In some areas there are already signs that performance 

is improving and examples are given below:   

 

Benefits 

 

� New claims processing times for Cannock Chase (8 days) have been 

reported by DWP as being amongst the best in the country.  

� Stafford Borough’s new claims processing times reduced from 22 days 

to 11 days.  

� Processing times for changes in circumstances for Cannock Chase (4 

days) have been reported by DWP as being amongst the best in the 

country.  

� Stafford Borough’s changes in circumstances processing times 

reduced from 12 days to 5 days.  

� Benefit Overpayment recovery rates increased at Cannock Chase 

from 65% to 88% and at Stafford Borough from 26% to 60%  

� Benefit Overpayments resulting from Local Authority errors and delays is 

the lowest level recorded for both authorities.  This means that DWP will 

meet the whole cost of these overpayments. 

� Performance information is now available on the website of both 

authorities  
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Revenues 

 

� Revenues telephone calls now dealt with fully within the shared service 

meaning that a service specialist will take responsibility for customer 

enquiries and issues. 

� Cannock Chase Revenues abandoned telephone call rate reduced 

from 27.7% to 6.7% in second half of 2011/12. 

� Cannock Chase Revenues telephone response time reduced from 

3m:21s to 0m:39s in second half of 2011/12. 

� Changes of address & liability are now dealt with at first point of 

contact, meaning a better service for customer and earlier issue of 

bills. 

 

Building Control 

 

The shared Building Control Service undertook a satisfaction survey with 314 

forms sent to architects, agents, builders and developers who had used the 

service during 2011.  74 forms were returned, a rate of 24%. 

 

Headline results show: 

 

• Ease of contact with staff – 90% satisfied with 58% being very satisfied 

 

• Quality of service – 25% thought improved during past 12 months i.e. 

since shared service commenced 

 

• The overall service – 99% satisfied with 65% being very satisfied 

 

 

• 2 comments from regular customers that refer to the shared service 

are: 

 

� “The service has vastly improved with Cannock Chase joining with 

SBC” 

 

� “I believe the amalgamation of Stafford with Cannock has been a 

positive move” 

 

 

Benefits of Shared Services 

 

So far the benefits of shared services include: 

 

• Delivery of savings in anticipated to be in excess of £1.2m 

• Greater resilience to cope with absences, peaks in workloads etc; 

• Sharing of expertise; 

• Increased capacity in certain areas; 
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• Opportunities for staff learning and development; 

• Keeping jobs local with services continuing to be provided from both 

Councils’ offices; 

• Improvements to services and customer experience; 

 

In summary, Shared Services has allowed significant savings to be delivered 

but at the same time the levels of services provided have been maintained. 

 


