
Introduction 

As London’s biggest borough, Croydon’s population is growing 

significantly, putting us in a position where demand for services is 

increasing year on year. 

The Challenge 

 Over the last four years, through efficiencies and a portfolio of 

change programmes, the council saved £100million. With ongoing 

cuts to government grants, as well as increased residents’ needs, the 

council needed to revisit how we deliver services and make best use 

of our resources. 

To be an efficient and effective council we need to ensure that we 
have a people-focused workforce with relevant skills, new ways of 
working, embracing flexibility and appropriate attitudes and 
behaviours etc 
 
In order to meet the new challenges and opportunities ahead, it is 
critical that we have the right people, in the right jobs with the right 
skills at the right time.  
 
The Solution 

The HR team work with senior managers across the organisation to 
deliver a significant change and transformation programme. This 
involved 
 

• Meaningful Consultation with staff and their trade union 
representatives. 

 

• Taking a holistic view of the organisation’s people, skills, 
culture, technology, resources, structures policies and 
procedures. 

 

• Extensive engagement with the workforce  
 

• Changing our values to make them more ‘liveable’ 
 



• Embarking on a cultural journey  
 

• Change the organisation’s culture 
 

• Providing a consistent flow of information to ensure staff were 
kept informed 
 

• Redesigning our leadership development programme  
 

• Redesigning our performance management scheme  
 

• Implementing a new Finance and HR system which involves 
employee and manager self serves tools in order to empower 
and create a climate of new ways of working. 
 

In the last 12months the change and transformation programme 

which is managed by HR delivered (£40million) of savings as well as 

major levels of efficiencies across the organisation.  

This was achieved during a period when our own HR department was 

also restructuring and moving away from the traditional HR focus to a 

more strategic focus.  

The HR team managed 74 re-organisations and restructures across 

the organisation. At the outset there were 1726 employees in scope 

as part of the proposals, with a 199.5 proposed redundancies. The 

organisation is committed to the principle of avoiding or minimising 

compulsory redundancies. 

During this difficult period of change there were 109 redundancies of 

which 55 of those were voluntary. During the same period, we 

successfully redeployed 90 employees into suitable alternative posts. 

The change was not just about cutting staff it was also about 

transforming and changing the culture and core values of the 

organisation. The HR department not only supported the Chief 

Executive but also led this transformation. Below is a summary of the 

responses from staff on the change programme. 



• “I believe the communication between senior management 
and staff has greatly improved” 
 

• 78% (+4%) believe they have a good work-life balance  
 

• 76% (+4%) believe their work is valued by the council 
 

 

• 72% (+3%) value their 121’s/my appraisal conversations with 
their manager  
 

• 53% believe they are well informed about the future of the 
council and how their role fit with this. 

 

HR strategic focus is on value adding activities that are aligned to the 

overall Business strategy. Our vision is to partnering the organisation 

to deliver excellence through its people. An example of this is through 

the successful change and redesigning our outdated Performance 

Management system. We simplified the process to involve having a 

two way conversation between the appraisee and the appraiser. The 

new scheme promoted recognition and reward for achievements as 

well as focusing on development, open conversations and, most 

importantly, trust.  

Below are staff comments following implementation; 

• “A valuable tool to clarify where I am heading and what I can 
do to achieve more” 

• “Both myself and my manager felt that I had exceeded 
expectations and it was nice to have this ratified by his 
manager” 
 

• “Good appreciation from line manager as to my successes 
and hard work, as well as appreciation of why certain 
aspects of my report had not been achieved” 

 
Our future focus is on both efficiency and effectiveness as the 

Authority needs to save £100m by 2018 we need to radically change 



how we operate. This is our Croydon Challenge. We’re looking at 

making our services more efficient and – vitally – more effective for 

our customers. Everyone in the organisation needs to be involved to 

be part of this change and to help shape our ideas. HR has at the 

heart of this challenge advising on restructuring and transformation. 

The programme has been built on a foundation of outcome thinking, 

and instead of looking at what services we provide, we have looked 

at why we provide them and how all our resources contribute to the 

local area and our community. 

We are also working on enhancing the capacity of our workforce.  A 

skilled and committed workforce is crucial to effective and efficient 

service delivery. As part of our on-going challenges, we need to 

identify clear and attractive routes into the organisation for local 

talent, establish appropriate development opportunities across and 

through the organisation, recognising specialist and transferrable 

skills to improve retention.  

We also need to take care of the council’s most important resources, 

its people, so that they are able to do their best to deliver excellent 

services for local residents. In Croydon Council, change and 

transformation is embraced because everyone is involved as 

opposed to being feared and resisted. Involvement is through many 

different forums such as the Shape Croydon, an online tool for 

Croydon Council employees, giving us all the chance to have a say 

on our borough's future; monthly web chats hosted by the Chief 

Executive where staff can ask questions on issues affecting them or 

the services provided; Workforce Engagement Network groups which 

are sponsored by members of the extended leadership team where 

staff meet with executive directors / sponsors to discuss matters 

directly affecting them, their service or colleagues and actions are 

agreed to improve or address the issues.  

Change and Transformation is at the heart of what we do and to 

assist managers with their understanding of delivering change, we 

have created a toolkit which consists of a framework of 9 critical 



success factors for planning and leading change and transformation. 

In conclusion, the organisation has gone from being a place where 

change was feared to a place where change is accepted as well as 

owned by everyone involved. 

 


