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Introduction 

 
Bradford Council’s HR team has played a crucial role in the Council’s wider change programme, developing greater 

capacity and capability within the organisation to support the Council Plan and efficiency targets.  

 
With budgets squeezed, we recognized that HR needed to do more with less and, in helping to drive council-wide 

transformation, we also needed to transform how we were operating as a HR department; to move away from 
delivering everyday processes to focus on the more complex tasks and strategic business goals. 

 
This was all at a time when line managers were experiencing larger spans of control, and increased responsibility and 

accountability for the performance of their teams. To give more to their employees, they needed more themselves, 

including more everyday HR support.  
 

So, we were faced with a challenge; for HR transformation to really succeed we needed our line managers to become 
the new frontline of HR; with HR able to let go of the everyday processes and instead help to develop managers’ 

capability and confidence in managing their own teams and employee relations issues.  

 
And we needed all of this to be delivered efficiently, effectively and without risk or increased costs.  

 
That’s when we introduced HRPlus, a fully-managed Employee Relations advice service that works as a seamless 

extension of our own HR team. Launched in January 2015, HRPlus is delivered by Bradford-based employer, 
AdviserPlus Business Solutions. The introduction of HRPlus has been the key enabler in transforming how the HR 

team operate and in developing line manager capability, and through a truly mutual partnership and shared goals we 

have delivered above and beyond the original objectives of the project 

Supporting the HR Strategy 

 
HRPlus is fully integrated into the Council’s structure with exceptionally high engagement and usage demonstrating 

the value it provides to both the HR team and Managers through: 

 

• Clear step-by-step guidance via an online knowledge portal designed in-line with Council policies and 
processes, accessed by over 90% of Council line managers, with over 3,000 views every month. 
 

• Instant access to a pool of 280 qualified HR experts, with over 97% of calls answered within 6 
rings. 

 

• Personalised Case Viewer portal, providing secure access to view and track progress of their 
employee relations matters (including a full audit trail of all case notes and documents), now accessed 

over 20,000 times per month.  

 

• Targeted and trackable e-communications service, providing policy and process updates, and best 

practice guidance with over 80% read rates. 

 

• Management information portal, accessible by the HR team, providing a dynamic dashboard with 

drill-down functionality to enable real-time analysis of cases and key trends, enabling exceptions to be 

managed through a red flag system.  

 

“When I call HRPlus, I know I’m in expert hands – authoritative, clear, prompt, reliable.   
A great service, and one which gives you confidence to handle even the trickiest situations.” 

Stuart McKinnon-Evans, Strategic Director – Corporate Services 

 
Whilst over three quarters of our managers have now opened a case with HRPlus, advisers are not only responsive to 

managers when they call, they are proactive in giving them a friendly nudge to progress matters in a timely and 
appropriate manner, keeping employee engagement and performance at the very heart of every case.  

 

In 2017: 
 

• 63% of the 6,000+ monthly interactions were proactive outbound contacts.  

• This proactive approach has reduced the average length of a disciplinary case by 23%. 



 

 
Data driven strategy 

Of particular importance and success of this new partnership is the breadth and depth of insight delivered from the 

management information data, and the recommendations made at regular service review meetings with the HRPlus 
team. It has ensured that the HR team are not derailed by operational matters - agreed and trusted escalation points 

prompt our awareness, and involvement on high risk cases, if required; the insight is used, not to get into case by 

case detail, but to visualize key trends and inform future strategy.  

Based on just 2 years of data insight, the Council’s HR and senior leadership team now have access to unprecedented 

clarity about what’s really happening around the organisation, with its unfiltered, unbiased management information. 
This helps us make better decisions and build a very compelling story to drive organisational change and the HR 
strategic agenda. 

"The data that the service has provided has been invaluable in enabling us to focus on our 

high-risk workforce issues and has laid the solid foundation for our cultural improvement 

programme. The model works incredibly well for us and lines up our people strategy with 

our operational workforce priorities." 

Michelle Moverley, Interim HR Director 

 
The insight we received allowed us to benchmark data across different Council services, and against other 
organisations, identifying a range of areas that needed action, such as: 

• 37% of HRPlus absence cases relate to mental ill-health, with advisers reporting managers lack confidence in 

having sensitive conversations. 

• Managers’ propensity to manage issues that are ‘black and white’ in nature but avoid issues requiring greater 

judgement and decision-making. 

• Lack of manager confidence in managing poor performance; High levels of engagement with the online 

performance management content but a very small number of cases opened (< 2% of all cases). 

• Protracted case durations negatively impacting the employee involved, wider team engagement, and manager 

resource. 

• A disconnect between the number of short-term employee absences within the organisation requiring 

proactive management and the number of absence cases opened. 

 

The HRPlus service has worked directly with us, as a true extension of our HR team, to deliver these results to senior 
management, discussing opportunities for improvement, all supported by a session with the corporate management 

team to ensure buy-in and engagement with the wider strategic HR agenda.   

 
Enabling transformation 

 
In response to this insight, in 2017 we have: 

 

• Developed a mental health topic on the Knowledge Portal, providing an online toolkit and signposting 

additional resources and support, to enable early intervention and prevention, to be launched in Jan 2018.  

• Piloted a session for People Managers on ‘Managing Mental Health in the Workplace’, with 200 managers 

enrolling onto at two-month programme of workshops. 

• Developed an e-learning module tailored to Council policies and processes, to engage and embed 
understanding of key people management workflow processes and procedures through case studies, 
information provision and Q&As. 

• Developed a 3-day workshop for line managers on best practice to raise the benchmark in people and 
performance management, launching in January 2018 for a 6-month period to develop managers’ confidence 
and embed manager-led HR. 

• Delivered manager conferences to position the transformation programme, with HRPlus delivering key 

messages to support the challenge to the status quo and on best practice people management. 

• Driven increased line manager engagement with HRPlus in the management of absence cases, with short-

term absence cases opened having increased 60% year-on-year. 



• Delivered continuous improvement initiatives including amendments to policy and process, internal e-

communications to promote understanding and best practice application, and additional tools and guidance to 

further support managers in the form of checklists and templates.  

The HRplus partnership has, and continues to, work fantastically well for us. AdviserPlus operates as a true partner, 
sharing our objectives and goals, collaborating together to exploit every opportunity and with the flexibility, agility and 

responsiveness we need to deliver the transformation agenda not only for HR but for the organisation as a whole.   


