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Approximate size of organisation (number of employees) if 
applicable: 
 
5,092 - Newham 
2,649 – Havering 
Total – 7,741 
 
Number of employees covered by the initiative if applicable: 
 
1,350 
 
 
oneSource the future public sector shared back office alternative to 
outsourcing! 
 
oneSource is the largest shared back office support service in London. 
oneSource was created by the London Boroughs of Newham and Havering in 9 
months, bringing together 22 services, and 1,350 staff.   
 
The shared service partnership was agreed between Havering and Newham 
councils’ different political administrations and models. A “Joint-Committee” route 
was selected to achieve £40m saving over 5 years and avoid lengthy 
negotiations on TUPE and impact on the pension funds. Whilst achieving a 
slimmer, more cost effective and resilient workforce with an increase customer 
focus. 
 
Since its April 2014 “go-live” oneSource is on course to deliver £4.1m for 2014/15 
and has already identified further saving of £22.9m. Savings are being made 
through eliminating duplication, reducing senior management costs and process 
efficiencies, whilst protecting front-line services. Customers have a dedicated 
Business Services team, assuring service quality. 
  
The senior management headcount has reduced by 5, realising £2,115,000 over 
five years. The agreed service transformation programme to redesign and 
restructure all services is well underway with the following already completed: 
 

• ICT 

• Legal 

• Management structure of transactional and exchequer service 

• Procurement, 

• Health & Safety  

• Schools Capital Programme  
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• Facilities Management 

• Property Services  

• Capital Programmes 

• Audit 

An innovative approach of this scale requires significant HR input. The 
partnership arrangement has been a massive challenge for HR, staff and 
customers who must ensure “business as usual” and well as innovation.  
 
The oneSource HR service under a new “Joint” Director appointed in February 
2014 has tackled a number of challenges to progress the partnership model in a 
short space of time.   
 
As well as the usual professional input, the journey has required an ability to 
tackle the “unknowns”, challenge the status quo. Influencing skills and 
professional relationships have been tested to the full and uncharted territory 
explored.   
 
Work is underway to streamline two sets of HR policies and procedures. Having 
implemented local protocols and agreements on redeployment, recruitment, 
restructures and change as a starting point.  
 
A “oneSource” joint TU forum has allowed us to work together to evidence that 
even though staff are having to go through restructures and change, there is a 
possible way through every challenge.  
 
Whilst individuals remain employed by either of the councils’, there is a 
oneSource vision, strategic plan, and commitment to developing a “oneSource” 
culture. 
 
There are agreed “oneSource” values and extensive communications 
programme. “Joint” oneSource Directors are instrumental in demonstrating the 
desired behaviors and we have heavily invested in the cultural change process.  
We are undertaking staff events, workshops and activities to ensure the change 
is communicated in an interactive and personalised way. Enabling people to think 
and explore what the changes mean for them and their role in delivering a more 
resilient service. “People Stories” has proved exceptionally popular, bringing 
things to life and showing/exhibiting oneSource values as well as considering a 
recognition scheme based on the new values. 
 
Practically we have had to rethink/redesign all of the key HR policies and 
procedures, including recruitment and induction programmes in such a way that 
is both fair and allows each council still has its own identity and way of working. 

 
Examples of how this has delivered benefits: 
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• Adoption of a new electronic recruitment system, which went live on 23rd 
February.  This will enable on-boarding of other partners. 

 

• Increased streamlined disciplinary support. Which has significantly 
reduced the longevity of investigation and redirected resources to increase 
managers competence in this area. 

 

• Staff have benefited from a shared Internal Mediation Service, which it is 
estimated has saved us approximately £330,000. 

 

• We have adopted an e-learning generic approach to training where 
possible i.e. generic downloadable ‘useful guides’ and n-house 
psychometric testing. This will save £100,000. 

 
The oneSource business transformation programme is well underway and on 
target to achieve our new our new target operating model. Techniques used 
include LEAN systems thinking techniques such as value steam mapping, 
process waste analysis and other techniques such as “rough cut” activity based 
costing. Each transformation project, which leads to a restructure, is supported 
by HR and carried out with staff at all stage. This has increased resilience and 
service knowledge/quality for customers. 
 
A decision around “siting” of staff is reviewed as part of each review.  
We also have developed a common excess travel policy to support oneSource 
employees affected by change of workplace or additional travel requirements.  
 
Development within HR 
 
In addition to the challenges, oneSource has presented a series of opportunities 
for staff development and other career interventions including, secondments, 
team development days and joint training on management soft skills.   
 
Key projects such as the implementation of Oracle, has benefited from 
secondments, enabling lessons learnt rote be shared quickly and openly. 
Newham’s Employee Services Manager was seconded to Havering to see how 
the Oracle system functioned and what that would mean for both councils going 
forward. 
 
This helped to steer the project and the preparatory work for a ‘go live’ date. 
Strong working relationships forged will support the implementation and has 
increased communications and reduced fear of change.  
 
HR has embraced the secondment route and has staff working across 
Recruitment, HR Consultancy, L&D and HR Advice Centre, together with the 
development of a series of oneSource protocols for a range of future working 
arrangements for oneSource staff. HR and OD Team away days within HR have 
brought staff together to work through the oneSource values ‘ACT’ ( 
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Accountability, Customer Service and Thinking Differently’) with an agreed 
expectation as to how these should play out in the services we provide to both 
Councils.  
 
We have introduced specific commercial awareness and collaborative leadership 
training programmes to develop our staffs’ skills whilst we retain our public sector 
ethos towards new business. 
 
The next election will be pivotal for the future of local government and public 
service innovation is testing the boundaries, an innovative HR service is a 
cornerstone in this period of austerity and critical to the future of public service. 
 
This award submission recognises the instrumental support and change role of 
the oneSource HR service, without which oneSource would not have been a 
reality.  
 


