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Approximate size of organisation (number of employees) if 
applicable: 
 
In excess of 20,000 
 
Number of employees covered by the initiative if applicable: 
 
2,700 
 

GLASGOW CITY COUNCIL (CUSTOMER AND BUSINESS SERVICES) 

 

 TOMORROW’S SUPPORT SERVICES (TSS) 

 

TSS is an ambitious four year plan to transform the way Customer & Business Services 

(CBS) delivers back office support services to Glasgow City Council; recognising the need 

to reorganise, rebalance and reduce workload, whilst maintaining service delivery. 

 

Teams engaged in like administrative work; across different locations and services, have 

come together as functional teams for all council services. Some 2,700 colleagues have 

now transitioned into CBS as part of TSS. 

 

TSS is about delivering leaner support services; making best use of resources, people 

and assets thus providing lower cost services so that savings can be made whilst 

supporting the business. TSS backs a sustainable culture of change and waste reduction; 

where best practices are identified and applied, where flexibility is the norm, where tasks 

are carried out because they add value, and where we are responsive to the needs of the 

citizen and our people. 

 

 

Innovation & Creativity 

 

CBS developed a business case that delivers £5m savings a year by changing how we 

work; creating a single organisational model, controlling processes and introducing more 

automation. CBS will continue to re-engineer and assess current processes and practices, 
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identifying opportunities to decrease and rebalance workloads. This will include continuing 

to put into practice common ways of working to gain efficiencies; removing duplication; 

evaluating whether all tasks remain a priority, ensuring that work is delivered from the 

most appropriate teams and using employee performance management to deliver better 

results with existing resources. 
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An example is a pupil absence reporting line pilot in several schools, covering 3,000 

pupils.  The aim was to reduce the volume of calls to schools, allowing staff to focus on 

the school’s priorities such as dealing with face-to-face enquiries from parents.  Around 

79% of absence calls were answered in the first three weeks of the pilot and parents have 

responded positively to the change. 

 

We will also continue to embrace the initiatives of home, mobile and flexible working. 

 

The Council’s Digital Transformation Programme (Customer First) will encourage citizens 

to access more services digitally.  Offering channels such as the ‘MyGlasgow’ app, which 

allows citizens to report issues to the council; will improve convenience and choice whilst 

lowering the cost of serving customers’ needs through existing channels.  

 

  

Quantifiable evidence of impact on the organisation  

 

Two years into the plan; which delivered financially above target in year one; the objective 

is to make savings of £5 million. 

 

Savings realised by TSS allows financial redirection to front-line services and key projects 

that support economic growth. 

 

TSS enables the council to maintain services, particularly in the event of natural wastage 

as work can more readily be absorbed because the model has greater capacity and 

flexibility. 

 

Andy MacDonald, CBS Head of Operations has high hopes for the future; ‘Councils at the 

moment are under immense pressure to save money and although TSS is about delivering 

£5 million a year, I see our role as delivering considerably more than that’. 
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Quantifiable evidence of project-level success  

 

From the outset, TSS sought to build a strong consensus around the need for change. 

The support created through that process enabled the first phase to be delivered with 

existing resources within 12 months.  

 

Service performance and confidence was maintained through the process due to our 

engagement approach with senior management teams, managers, staff and Trade 

Unions.  During the transition, services continued to be delivered at or above existing 

standards. For example, Council Tax collection rates were improved and backlogs in a 

number of other areas were also reduced.  

 

Morag Johnstone, Assistant Director for Financial Services said: “It’s all good so far. We’re 

continuing to receive what the service needs and because CBS are now managing support 

services and 450 staff, my management team are more able to focus on the strategic work 

that needs done.” 

 

Our people continue to be strongly engaged in the process with 73% of transferring staff 

having expressed their confidence in CBS leadership. 

 

As of April 2014, CBS deliver parking administration services for East Renfrewshire and 

East Dunbartonshire Councils.  A key objective is to continue to attract new sources of 

revenue by offering CBS services to other public organisations. 

 

 

Listening to internal stakeholders 

 

Strong partnership working during the first service transition through the Service Transition 

Board enabled joint decision making about which activities and staff should move to CBS. 

This was developed as best practice thereafter.  

 

We also consulted with HR and Finance to manage staff, Trade Unions and the financial 

impacts surrounding an annual budget of £50m. 
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The operational concerns and service needs of key stakeholders were documented and 

project milestones were visible through engagement and forum updates. Governance 

arrangements were introduced to support service priorities and performance was 

measured and improved by service agreements. 

 

CBS also created a TSS Communication and Engagement Plan for all stakeholders which 

included a tailored action plan. All engagement was delivered in person during briefing 

sessions.  

 

TSS project team managers continue to involve staff in working groups in their area of 

expertise to obtain opinions on streamlining processes and sharing best practices.  

 

LEAN is being used as a platform to identify and share ideas about process improvements 

to increase productivity, improve quality of service, increase focus on customers’ voice, 

reduce operating costs and increase staff satisfaction.   

 

Employee Voice is a social media type forum that allows staff to submit and share ideas 

online.  These ideas are evaluated and visible feedback is provided. 

 

Transitioned staff have also been introduced to the Performance Coaching programme 

which through regular 1-2-1’s, helps managers identify their skills and development needs. 

 

CBS will continue to engage with services through the established client account 

management framework and seek opinions from subject matter experts as well as 

involving staff in process change.  

 

Drawing on previous experience we will continue to deploy resources from our change 

team and operational staff who have acquired change skills to continue to change how we 

work. 

 

The overall engagement approach can be replicated, is sustainable and we have already 

shared this with other local authorities in Scotland. 


