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Introduction
Since May 2019, the Council has invested and led the 
organisation to provide high quality, accessible services that 
are fit for the 21st century and offer value for money. 

In just over a year we have achieved a lot and this 
document demonstrates some of that work and the 
outcomes. There is more work to do and we have identified 
key strategic projects to improve things further which are 
outlined in the report.

Report details
This report provides a 12 month update on each of the aims within 
the Transformation Plan to provide the Council with an overview of 
progress in all areas of the programme. The headings and aims below 
are taken directly from the Transformation Plan.

Transforming Services - What we will 
have achieved by 2021:
Undertaken customer/service user reviews for all  
service areas.
Following analysis of a number of service review models used 
across the public sector, an NEDDC Service Review process has been 
developed and implemented in a number of service areas. The process 
is based upon Teignbridge District Council’s ‘Business Efficiency 
Service Transition 2020 process’, with lessons learnt from Derbyshire 
Dales District Council and then designed to suit the needs of NEDDC.

Along with reviewing the performance of a service area, the process 
allows members to understand and question all areas of service 
provision, how and where resource is allocated and provide actions 
and options for members to consider.

To date, eight service reviews are completed or underway. Over the 
course of 2020 a standardised, challenging and member-led service 
review will have taken place across all areas of the Council, identifying 
actions to improve the service for the customer, re-prioritise resource 
and identify cost efficiencies, should these be required in future years.
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Undertaken gap analysis in service provision for 
all service areas.
This forms part of the service review process, outlined above, 
allowing members to review resource allocation and reprioritise, if 
required, on areas which are higher priority. 

We have developed service re-design and departmental 
transformation plans to meet the needs and expectations of our 
customers and service users.

The outcome of the service review is an action plan for service 
managers to implement, designed to improve the service for 
customers and meet the overall aims of the Council.

Following the Covid19 pandemic and the impact on services digitally, 
physically and financially, the former process has been stopped and 
the process revised to allow the opportunity to re-imagine services. 

This is part of the Council’s Recovery Plan and Service Reviews will be 
undertake as part of the Service Plan process, to be completed and 
agreed with the relevant portfolio holder by 31 October 2020.

Maximised opportunities for working in 
partnership in the delivery of our services.
There are many examples of strong partnership 
working demonstrated through many recent 
projects, such as Vision Derbyshire, Local 
Digital Project, Clay Cross Town Board, One 
Public Estate and in the Transformation 
Programme itself in the development of 
the service reviews with Derbyshire Dales 
District Council and delivery of the Leadership 
Programme with the NHS. 

Working with all partners is a key component  
to obtaining the best outcome in the most 
efficient way of delivering services to  
the public.
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Transforming Finances - What we 
will have achieved by 2021(2022 for  
£2m target):
Engaged all stakeholders to develop 
transformation ideas to maximise the potential of 
the programme.
To date, from engagement with all stakeholders, we 
have received in excess of 240 transformation ideas. 
These have been filtered in to 69 projects of which 
28 projects are in progress and 56 have completed. 
Whilst financial improvement isn’t the focus of all 
transformation projects, a large number propose to 
deliver financial benefits to the Council. 

An overview of progress to June 2020 can be found on the link below:

https://www.theextra.net/images/laboratory/NEDDC-Transformation-
Ideas-Update-30-06-2020.pdf

Identified transformation projects and initiatives which forecast to 
deliver £2m of revenue efficiencies or additional income by 2022.

Identified transformation projects and initiatives which forecast to 
deliver £2m of revenue efficiencies or additional income by 2022 can 
be found in the table on page 5.

https://www.theextra.net/images/laboratory/NEDDC-Transformation-Ideas-Update-30-06-2020.pdf
https://www.theextra.net/images/laboratory/NEDDC-Transformation-Ideas-Update-30-06-2020.pdf
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Through transformation projects to date, revenue efficiencies or additional income is as follows:

This demonstrates that, 
cumulative efficiencies 
delivering over 50% of 
the target, have been 
achieved/identified two 
years ahead of the target 
date. With further projects 
in the pipeline, at this 
stage, the target remains 
achievable.

Given the financial 
challenges raised by the 
Covid19 pandemic, it is 
proposed to re-evaluate this 
target once further details 
of any potential deficit is 
known. It will however, 
be likely to be a greater 
challenge.
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Digital Transformation - What we will 
have achieved by 2021:
Created access to all services wherever 
internet access is available, irrespective 
of the type of device or time of day.
Many Council departments have collaborated in various projects aimed 
to meet this transformation aim. This has resulted in the following:

• Redesigned the website, in response to customer feedback, to be 
more simplistic, transaction focused and accessible for all abilities 
and devices. The new website was launched in January 2020 and 
is ranked highly as one of the best performing local authority 
websites nationally. The ranking frequently changes as councils 
make improvements, but NEDDC is consistently in the top ten, 
ranking as high as 3rd. 

• Redesigned ‘self service’ to be more user friendly and 
accessible for all abilities and devices. 

• Increased the number of forms and services 
available on Self Service. In December 2018 
just 14 transactions and re-directs were 
available online. Today in excess of 80+ are 
now available and accessible on all  
digital devices.

• Introduction of Automated Telephone Payment (ATP) lines for 
Business Rates, rents and invoices, enabling 24/7 access to 
payments, without staff intervention.

Measured improvements Self Service 
stats – comparing April 2019 with  
April 2020.

• 105% increase in the total number of accounts.

• 105% increase in the number of cases submitted on a monthly basis.

• 65+ additional forms and links to online services available on  
Self Service.

• Online Missed Bins reporting is live (The no.1 reason for contacting us).

• Reduction in online queries that resulted in manual processing by 
the back office:

•  General Enquiries submissions down by 90%
•  Comments, compliments, complaints down by 28%
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An organisation where digital channels are the 
primary gateway to access council services.
In late 2018, NEDDC signed the ‘Local Digital Declaration’ which 
commits us to working collaboratively on designing services that best 
meet the needs of citizens, using technology to provide the flexible 
tools and services needed, whilst protecting citizens’ privacy and 
security. Through Local Digital we received a £80k grant, funded in 
partnership with other local authorities to deliver a customer led, 
discovery project on digital technologies, chatbots and artificial 
intelligence applications.

This work informed the development of a Digital Transformation 
Strategy, which sets the digital road map and commitment for digital 
channels to become the primary access channel to Council services. 
The Digital Strategy was adopted by Cabinet in February 2020.

Investment in digital infrastructure to rationalise systems, reduce 
paper usage, maximise staff flexibility to improve efficiency and 
reduce travel related costs.

In May 2019 NEDDC invested in a Mitel (telephony 
software) upgrade, which amongst other things, allows 
internal video conferencing, improved webchat 
and desktop phone functionality on mobiles 
(MiCollab), etc. The Mitel upgrade took place 

during late 2019 with a new Contact Centre telephony 
solution now in place which improves functionality and 
reduced costs by £10k pa. The next phase (Q4 2020) is 
the rollout of multi-channel in the Contact Centre.

In November 2019, Cabinet invested in excess of £56k 
in an improved Payment Card Industry (PCI) compliant telephony 
solution which provides further security for customers when making 
payments to the Council.

In late 2019, investment was made in the Leisure 
operating system ‘Leisure Hub’ in order to improve 
the online functionality, booking and payment 
solution for the leisure facilities. The new system 
was launched in July and was well received by 
customers.

In order to support agile working, the Council has invested £4,500 in 
video/audio conferencing software. This investment is funded through 
the subsequent savings generated through reduced travel expenses.

Further investment is budgeted for in 
2020/21 to improve the bandwidth, 

wifi infrastructure and transition to 
cloud-based ICT solutions, such as 

Office365.
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All these significant digital infrastructure improvements will ensure 
doing business with the Council online is customer friendly, efficient, 
accessible and secure. 

Digital inclusivity for our customers 
and service users by ensuring 
ease of access and supporting the 
development of skills, motivation 
and trust to confidently go online.
We have continued with ‘digital assist’ in our Contact Centre, 
providing customers with support in accessing services online and also 
providing devices in the centre to do so.

Digital inclusivity is a key theme of the Digital Transformation 
Strategy with a commitment to:

• Work with partners to provide access to digital services in all of 
our communities.

• Train staff to ‘digitally assist’ customers who lack confidence and 
skills to access digital services.

• Always ensure that there is an alternative to digital access in the 
Council’s Contact Centre.

• Encourage more people to try digital services by providing friendly 
advice and assistance to customers.

• Lobby for investment in areas without residential digital 
infrastructure.

• Continually review the accessibility of online services and meet 
required standards and best practice.

• Deliver digital confidence building sessions in the community.
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Transforming our Organisation -  
What we will have achieved by 2021:
Established a workplace talent management 
programme which identifies, supports and 
develops potential leaders of the future.
In partnership with the NHS Leadership Academy, we have developed 
the NEDDC Leadership Programme. The aim of the programme is to 
identify staff who are prospective future leaders of the organisation 
and provide them with the leadership skills and organisational 
perspective to embed a positive culture of change and continuous 
improvement.

To date, the first cohort of 12 are enrolled in the programme with 
three of the six sessions completed. We have received positive 
feedback from staff enrolled on the programme:

 “This is a fantastic opportunity for us to further 
develop our leadership skills and take on new 
challenges outside our comfort zones. The content 
of the year long course is incredibly engaging and I 
am already applying some of the knowledge gained 
in everyday work life”.

 “When I saw this opportunity advertised I knew it 
was one not to be missed. I have found the course 
really useful and have been putting into practice 
new leadership techniques and have been enjoying 
working with other colleagues we may not have had 
chance to meet. The opportunities throughout the 
course to expand my knowledge base have been 
really insightful and I’m excited to take forward 
some of the transformation ideas in 2020”.

In addition to the Leadership Academy, in the  
last 12 months 20 staff have enrolled on accredited  
leadership training, funded through the apprentice levy.
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Established a ‘Change Makers’ learning and 
development programme with a focus on 
commerciality and business improvement.
The ‘Change Makers’ programme is incorporated in the Leadership 
Academy with sessions focused upon commercialisation and business 
improvement. In addition to this, the Leadership Academy cohort are 
allocated business improvement projects (from the Transformation 
Programme) to stretch and develop their skills and experience whilst 
delivering organisational change projects.

 An example of change maker projects are:

• Investigate and research the options and feasibility 
of introducing an electric lease car scheme for staff.

• Develop a corporate disposal policy that covers 
opportunities for maximising income from selling 
equipment no longer used, identifying with all 
departments the assets which could be sold and the 
frequency that such opportunities are likely to arise. 

• Undertake a corporate payment policy review to 
assess the costs associated with accepting cheques, 
absorbing credit card charges, and time associated 
with handling cash.

Maximised opportunities for working in 
partnership with regard to staff and organisational 
development.
Partnerships have been developed with the NHS 
Leadership Academy for the Leadership Programme 
and working with HR professionals from other local 
authorities, exploring opportunities such as online 
training platforms and wellbeing.

Investment in and promotion of the organisational 
‘offer’ to attract and retain the best and brightest 
candidates
Promotional material has been developed and utilised at the 
recent NEDDC Jobs Fairs. A further project is underway to create a 
comprehensive package to ‘sell’ the council as an employer to attract 
the best talent. This work will be concluded late 2020.£
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Transforming our Environment –  
What we will have achieved by 2021:
Reduction in fuel poverty and improved 
energy affordability through energy efficiency 
improvements in the residential sector.
During 2019/20 we have undertaken the following activity to support 
residents:

• 414 one-to-one visits across the district to discuss heating controls 
and energy efficiency issues (NEDDC & BDC).

• 370 boiler and heating visits (NEDDC & BDC).

• NEDDC/BDC 82 households received heating systems worth 
£302,346 From Derbyshire County Council’s Warm Homes Scheme. 

• Accessed £159,182 to fund gas connections in NEDDC/BDC via 
Cadent Affordable Warmth sheltered scheme projects.

The Council has worked with Acis Housing to install a fully funded gas 
connection to Eyam Close via Cadent Affordable Warmth. This estate 
has had a failing and inefficient communal heating system. This work 
was essential and has ensured that all vulnerable residents will get 
brand new efficient boilers.   

Cost savings and environmental improvement 
through energy efficient and sustainable buildings 
and workplaces.

Electric Vehicle Charging point
An EV charging station has been installed at Dronfield 
Civic Centre as part of the Council’s efforts to support 
the community to reduce carbon emissions and 
improve air quality. The charging station is a rapid charging point 
which can charge vehicle batteries up to 80% in only thirty minutes.

The EV charging station is promoted on national databases, web maps 
and apps including the automatic updates in car sat-navs. 

Energy efficient boilers at Mill Lane
The old units were non-condensing and as a result 40%-
60% of the heat was being lost. Despite efficient flow-
altering pumps and modern heating controls, this was an 
area where a significant saving could be  
made in carbon and cost.
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By replacing the existing ‘D’ rated boilers with ‘A’ rated condensing 
units, the Council is set to save at least 30% on its energy consumption 
and carbon emissions. This is due to the new boilers using water 
vapour to recycle the heat back into the building rather than losing 
the heat via the systems’ exhaust gases. 

Gas use for 2018/2019 under old boilers 
£10,599 – 376,738kWh – 106,643kg Carbon.

Projected gas use for new boilers 2020/21 
£7,419 – 263,717kWh – 74,650kg Carbon.

Insulation to Eckington Pool.
The Council invested in the region of £200k in the 
replacement and insulation of Eckington Pool roof. 
The works included the addition of 4” of insulation 
across the whole roof area which is anticipated 
to save 25% of heating costs. This equates to 
approximately £10,000 per annum cost saving and a 30 Tonne 
reduction in CO2 emissions.

In addition to the roof works, a capital project is to be  
delivered this financial year which will further reduce  
CO2 emissions by 70T, to include:

• Replacement air handling unit

• Replacement glazing

• Pool infill

• Pool cover

Cost savings and environmental improvement 
through use of renewable energy.
We are commissioning a full feasibility assessment which considers all 
options and technologies, including but not restricted to, improving 
insulation, air source heat pumps, combined heat and power [CHP] 
type installations. The assessment will provide:

• A detailed feasibility study to assess the potential and suitability 
of all corporate buildings for a programme of carbon reduction 
measures.

• Red-Amber-Green (RAG) rated options in terms of suitability, with 
clear identification of any opportunities or potential risks.
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Cost savings and environmental 
improvement through waste 
reduction, increased recycling and 
use of lower carbon fleet.
The Council’s 2019/2020 combined recycling rate exceeded the 
national average of 43.5% achieving a recycling rate of 47%.

The Government (Defra) has recently consulted on its new UK Waste 
& Resource Strategy which has two overarching objectives to (a) 
Maximise the Value of Resource Use and (b) Minimise Waste and its 
Impact on the Environment.

Consultations closed 12th May 2019; it is anticipated further 
consultations will be undertaken during 2020. Following new 
legislation, a re-modelling of the Council’s waste collection service, 
particularly around food waste. This is anticipated to result in 
a further ‘increased stepped change’ in our combined recycling 
performance.

With regards to low carbon fleet, a demonstration of a BEV (Battery 
Electric Vehicle) was undertaken during 2019 to establish suitability 
for utilisation in the Council’s shared courier service.

The demonstration of this small car derived van, established 
suitability in meeting the Council’s shared Courier Service 
requirements and should be further progressed.

A further trial of a BEV vehicle has been undertaken which offers 
greater vehicle range to that of the earlier demonstration and has 
pool car potential.

The above testing informs future procurement decisions when fleet 
renewal is required. However, procurement was affected by Covid-19 
with motoring manufacturing  and distribution shut-down along with 
DVLA registration of new vehicles suspended within the lock-down 
period; further to which, procurement may be now undertaken 
along with establishment of ‘fast charge’ facilities at key operating 
facilities. 

Grounds maintenance operations now utilise battery powered 
chainsaws\pole-saws. Trials continue to be undertaken with hedge 
cutters which have not proven successful due to size and weight of 
battery pack. Further consideration of battery hand tools will be 
given ‘as and when’ operational plant falls due for replacement and 
suitability\availability of battery\electric powered tools. 
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Infrastructure improvements through planning 
which support sustainable travel and living.
The Local Plan sets out a distribution of development across the district 
that supports sustainability principles. Larger settlements with the most 
services, public transport infrastructure and employment opportunities 
form the base for the most significant developments. These 
developments will deliver new and support existing infrastructure that 
improves sustainable connectivity for people between their homes and 
services. 

Through the Local Plan other sustainable living aspirations will also be 
achieved. Access to public open space, managed storm waters, tree 
planting and good management, delivery of affordable housing are all 
requirements of new housing developments where necessary.

Environments which have improved biodiversity 
value including; parks, open spaces and areas of 
semi-natural status.
Led by the Climate Change Theme Group, NEDDC is working with 
Sheffield Hallam University on a project to improve the biodiversity 

and carbon sequestration of marginal parts of green and open spaces 
in the ownership of the Council.

Internal funding was agreed by the university with a planned start in 
May 2020. Unfortunately, this has been delayed due to Covid19 and will 
now be considered again by the university in the new academic year.

Development and support of local skills and job 
creation through economic development and 
sustainable procurement.
The Clay Cross Town Board is keen to deliver a green 
technology, skills and training hub as part of a wider 
regeneration scheme. The concept is in its infancy but 
will be developed quickly and if viable, will be included 
in the submission of the Clay Cross Investment Plan.

A revised procurement policy has been agreed with carbon and 
climate considerations embedded. Until this time, since summer 
2019, a supplementary questionnaire regarding carbon emissions is 
being sent out with the standard tender documentation. However, this 
is not yet forming part of the scoring process.
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The future Transformation 
Programme
As demonstrated above, the Transformation Programme has achieved 
great things since May 2019 which will have a lasting positive impact 
on the organisation. However, Covid-19 has significantly changed the 
world we live in, certainly for the medium term, if not forever. With 
such seismic change, the Council truly needs to be agile and adapt 
and react to the risks and opportunities presented by Covid19.

With this in mind, a revision to the Transformation Programme for 
future years, is outlined below.

Firstly, the review of services we offer and the development of staff will 
remain a fundamental and ongoing part of the organisation. With this 
in mind, the Leadership Programme and service reviews will continue 
as a fundamental part of the Transformation Programme, allbeit with a 
change of emphasis and as part of the Covid19 Recovery Plan. 

This report outlines the strengths and achievements of the programme 
however, elements of the programme have been problematic and 
could should be improved, namely:

Governance of the programme 
The governance structure is resource intensive with six 
transformation groups meeting quarterly to monitor 
progress across differing themes and a monitoring 
process for in excess of 69 projects, along with 
providing feedback on 240 plus project ideas.

The revised structure is to move to one quarterly 
meeting of Transformation Governance Group (TGG). It is likely 
that project specific working groups may support and feed into 
Transformation Governance Group, rather than the theme groups. The 
theme groups will all be disbanded with the exception of the Climate 
Change Theme Group as this is of the highest strategic importance. 
The work of the Investment Theme Group is to be absorbed into the 
role of Asset Management Group (AMG). The terms of reference of 
AMG will be reviewed accordingly.
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Project Ideas
The Transformation Programme commenced with 
a ‘Call for ideas’ for staff and stakeholders which 
generated in excess of 240 ideas. This created a 
large task of progressing all ideas to a stage where 
we were able to give meaningful feedback to the 
stakeholder who raised the idea. 

This year we were able to publish a list of project ideas for staff and 
update them to let them know their idea had been considered.

To reduce the monitoring resource required from the Partnership 
Team, heads of service and service managers, it is proposed that we 
stop monitoring the historic project ideas and switch to monitoring 
strategic transformation projects. There will be no ‘open call’ for 
project ideas, this will be replaced with direct engagement with staff 
on specific issues, similar to the survey recently undertaken about 
working from home, as well as encouraging staff and service managers 
to identify and implement operational improvements through team 
meetings and a rolling service plan development and review process.

Financial savings
Proposals for cost savings can be addressed 
through the existing ‘line by line’ Annual Budget 
Review process led by the Finance and Resources 
Department. This removes potential duplication 
which has arisen through cost saving suggestions 
made through the Transformation Programme.  

Strategic projects 
Covid19 has advanced cultural change around digital transformation 
and agile working by many years. This advancement has created an 
opportunity for the Council to maximise the benefits over the next 
few years.  

In consideration of the Council Plan aims, Transformation Plan and 
associated strategies, the following strategic projects are proposed:
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• Home/agile working - Embedding home/
agile working and video conferencing to reduce 
the need to attend the workplace and develop the 
culture that work is something you do rather than 
a place you go.

 Financial improvement = £34k/annum 
 Carbon Reduction = 100Tonne/annum

• Co-location of NEDDC & Rykneld Homes 
– Consideration needs to be given to the existing 
facility and if it is ‘fit for purpose’ to host both 
NEDDC and Rykneld. Consideration also needs to 
be given to the existing lease arrangements, ICT 
infrastructure and future use of the vacant site (see below).

 Financial improvement = £190k/annum 
 Carbon Reduction = 413Tonne/annum

• The Avenue (Inc. Mill Lane & Pioneer House) – 
Whether Mill Lane or Pioneer House, a vacant 
building provides development opportunities which 
will generate the Council income (Disposal/Lease). 
Linked to this, Mill Lane is located on the Avenue 
and the strategic importance of the southern 
access. Consideration should be given to restrictive 
covenants (especially funding clawback), LEP support, southern 
access, enabling development, etc.

 Financial improvement = £90k/annum  
(Lease out) or significant capital receipt  
and/or further revenue.
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• Sharley Park Leisure Centre – In delivering the Council’s 
Leisure Subsidy Reduction Plan, Sharley Park is the facility where 
investment should be considered. The facility currently accounts 
for a large proportion of the overall leisure subsidy. Linked to the 
Town Fund, a new Sharley Park Leisure Centre will support the 
regeneration of Clay Cross, improve the customer experience, 
promote a healthier lifestyle in a community with significant health 
deprivation and deliver significant carbon and financial savings.

 Financial improvement = £200k/annum 
 Carbon reduction = 300 Tonne/annum  

(Based upon Eckington, see below)

• Eckington Pool Efficiencies Project – Capital renewal of 
an Air Handling Unit, glazing and the installation of other carbon/
cost reduction measures such as air source heat pump, pool cover, 
pool infill, combined heat and power.

 Financial improvement = £47k/annum
 Carbon reduction = 300 Tonne/annum

• Corporate Asset Carbon Reduction – The Council has 
two major contributors to its carbon footprint, its fleet and its 
buildings. This project deals with the buildings to procure advice 
and solutions to significantly reduce the Council’s carbon footprint.

 Financial improvement = (Still to be determined)

 Carbon reduction = (Still to be determined)

Whilst the above figures should be considered indicative at this 
stage, the collectively, impact of the above projects aim to achieve 
improvements in the region of:

 Financial improvement = £560k per annum
 Carbon reduction = 1000 Tonne per annum

These strategic projects, if successful, will deliver the majority of the 
remaining £2m transformation financial target and the overall (725 
Tonne) carbon reduction target. This is all in addition to unlocking 
strategic development sites, improving the customer experience and 

enabling significant capital receipts.
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The report demonstrates significant progress towards  
all of our transformation aims, resulting in:

Revenue improvements in excess of 
£340,000 with further £500,000 to be 
realised this financial year. This is in 
addition to £90,000 secured in 2018/19.
• A huge growth in both the availability of digital services and  

their use, all built around one of the most accessible websites in 
the country.

• The launch of a Leadership Academy which supports the 
development of future leaders.

• Investment in Climate Change projects resulting in an estimated 
reduce of 100 Tonne Co2 emissions.

• High levels of recycling against 
national benchmarks

The breadth and scale of the 
improvements have been 
significant and have been 
delivered by the Council as a 
whole, working together as one team.

All of this work was delivered before the seismic 
change to all our lives and communities through 
Covid19. However, the report demonstrates a 
transformative organisation which can deliver 
change, to meet the challenges of tomorrow and 
ensure value for money and high quality services at 
all times.

Conclusions
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