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Approximate size of organisation (number of employees) if 
applicable: 
12,000  
 
 
Number of employees covered by the initiative if applicable: 
500  
 
 
ESCC’s Business Services Department was created in late 2013, bringing together 

some 500 staff, carrying out a variety of support functions that had previously been 

dispersed across the organisation. 

From the beginning, our objective has been clear - to deliver a customer experience that  

exceeds expectations, and tangibly adds real value to the County Council’s overall 

performance…a sense of WOW…real added value that is memorable for all of the right 

reasons. 

To achieve this, needed to engage colleagues from all across the department to co-

create a shared sense of identity to support our future vision, that everyone finds 

energising, compelling, and authentic. To sum up, we want to make Business Services 

an Awesome   and Contemporary place to work – where service really matters – a place 

where all colleagues can make a positive difference. 

Our strategy depended on empowering colleagues to directly contribute to a shared 

identity and vision of the department’s future. This involved regularly bringing colleagues 

together, and creating spaces where they can talk, collaborate and honestly share their 

views. This helped to keep engagement firmly in the departmental consciousness, and 

ensured that senior managers maintained a dialogue with colleagues at all levels. 

Crucially, it also helped equip colleagues with the skills and tools to take ownership of 

service improvement within their own teams, without requiring formal permission or 
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approval from senior managers. This is all achieved using existing resources, and so is 

cost neutral. 

Shortly after the formation of Business Services, in early 2014 we held a formal launch 

event, attended by every member of the department. As the centrepiece of this event, 

we created a number of ‘market stalls’. Each stall showcased the work and key 

achievements of a different service within the department, and was manned by staff from 

that service. Time was set aside for colleagues to browse the market stalls, network with 

their new colleagues, and therefore build a better understanding of how their individual 

roles fit into the wider departmental context. This not only helped to build a shared 

departmental identity from the outset, but also allowed colleagues to share and celebrate 

the successes they had already achieved.  This created a great ‘buzz’ which we could 

build upon at future events, the next of which were our visioning sessions. 

The visioning sessions were more intimate affairs, which allowed teams to come 

together with senior managers and talk about what a successful department looked like 

to them. This allowed us to identify those common words which teams used to describe 

the kind of department we aspired to become, the most common of which were 

‘Contemporary’ and ‘Awesome’. Colleagues also agreed that we should be seen as a 

centre of excellence, and a beacon which the Council could look to as an exemplar of 

good practice and innovation.  

As colleagues now shared a clear vision of the kind of department we wanted to be, we 

were in a position for the most passionate volunteers to step forward and bring about 

real change within their teams and services. These ‘Awesomators’ are supported by a 

dedicated, ongoing development programme, which helps them to effectively influence, 

enthuse and engage colleagues across Business Services, as we continue to make the 

department a truly contemporary and awesome place to work.  

Since launch, Business Services has seen: 

• An increase in staff engagement levels from 68% to 88% 
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• Sickness absence decrease from an average 6 days per year to 4 days per year. 

• Our work hailed as ‘hugely effective’ by external auditors. 

• £6m savings delivered, with a further £10m planned for the next three years. 

• Success at the Personnel Today and HR Distinction awards. 

Since their formation, the Awesomators have already started adding real value to the life 

of the department: 

• An Awesome Customer Service programme, finding innovative ways to celebrate 

success, promote best practice, and recognise awesome behaviour. 

• An Awesome conference team, who have successfully delivered our first end –

of- year celebration. The event helped consolidate and reinforce our progress so 

far, and included our first “Awesomations” award ceremony - recognising 

individuals and teams who have exemplified Awesome behaviours. The team 

arranged for our Chief Executive and lead council member to speak at the event, 

helping demonstrate their commitment to the Awesome concept. 

• A social programme, helping bring colleagues together to enjoy fun and 

memorable events while building effective working relationships. So far we have 

held sports tournaments, a quiz night and a staff picnic. 

• A departmental blog, edited by Awesomators from across the department, but 

open for input and comments from all. This serves as our key communication 

channel, sharing news and views from a wide variety of colleagues at all levels of 

the department, and publicising the initiatives listed above.   

“You and your team of Awesomaters should be really proud. Wonderful to hear you 

share such examples of ground breaking people and cultural development coming out of 

the public sector." – Chris Cooper, CEO Business Elevation and host on Voice America 

Radio 
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