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Reading Borough Council

Values

� We will learn from what we do and develop
� We will be open and honest
� We will value and respect diversity
� We will take responsibility for ourselves
� We will work together
� We will meet high standards
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Strategy

• To deliver high quality services which meet the needs of the community through 
the most economic , effective and efficient means

• To implement a 3 year programme of VFM reviews which contributes to 
delivering circa £ 5m efficiency savings per annum for 3 years.

• To embed a VFM culture across the organisation where all employees recognise 
individual responsibility to secure VFM in all that they do .

Themes

• Service redesign
• Better Use of technology 
• Improved commissioning and 

market shaping
• Exploring collaboration and 

shared services

• Partnerships 
• Business Process Improvement
• Understanding transactional 

costs
• Focus on ‘high cost’
• Good housekeeping

Priorities
• Strategic - placing VFM at the heart of the Council’s Transforming Services 

programme, taking a diagnostic approach to VFM and recognising 
interdependencies with the ‘people’ and ‘customer’ strands .

• Tactical– implementing a programme of VFM projects prioritised using an 
agreed set of criteria.   Continuing structured approach to review of business 
processes to identify opportunities for change that will make them more 
efficient and effective. 

• Cultural – embedding a VFM culture across the Council and at all levels . 
Create a culture in which staff at all levels (and not just managers and budget 
holders) routinely challenge their use of resources ; look for continuous 
improvement year after year in the way they do things ; and generate 
ideas about better ways of working.
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Residents 
and

Customers

[Draft] Strategy

• Use Customer Insight and consultation to understand our customers and their 
needs

• Design and deliver services to meet customer needs and preferences
• Provide  consistent service delivery across a choice  of access channels 
• Deliver high quality services that meet customer service excellence standards

Themes

• Customer access and choice
• Getting it right first time
• Channel migration
• Consultation

• Customer engagement and 
involvement

• Designing services to meet 
customer needs

Priorities

• Introduce the new Customer Service Excellence Standards as a tool for services 
to use to drive up customer satisfaction .

• Embed good customer service and improving service delivery standards within 
services.

• Improving tracking of customer transactions 
• Manage our relationships with customers and seek and accept feedback on our 

performance
• Develop and improve services based on an understanding of our customers .
• Refresh our Customer Service Strategy (including Access to Services )
• Manage customer feedback and consultation information to make it easily 

accessible
• Recognise and raise profile of internal customers
• Arrange a Customer Innovation day to promote customer involvement and 

engagement in the community
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Strategy

• One of the cornerstones of the Council’s management
• Setting out a clear direction for people management that reflects corporate 

priorities
• Articulating the Council’s commitment to the workforce (learning and 

development; recognition and reward for good performance, equality of 
opportunity and involvement / engagement) and expectations in terms of 
performance, competence, development and change.

Themes

• Performance Management
• Management and Leadership
• Reward and Recognition
• Learning and Development
• Efficiency and Productivity
• Adaptability / Managing 

Change

• Diversity
• Partnerships
• Employee Engagement
• Culture and Values
• People Management 
• Information

Priorities

• The People Strategy  itself (to tie in with Corporate Plan)
• Developing a corporate competency framework – to underpin recruitment, 

progression, appraisal, performance management and development
• Management Development Programme – focus the programme on initiatives 

for enhancing people management skills for high performance
• Introduce Performance Related Progression  scheme – all associated training 

and briefing
• Workforce Planning Strategy – progress corporate framework and Directorate 

plans (strategic and practical level)
• Focus on Learning Needs Analysis  to ensure we are meeting organisational 

skill needs
• Attendance Management – continue roll-out of corporate coherent approach. 

Measure impact.
• Refreshing internal comms framework / strategy
• Managing ‘people’ information  to achieve better decision making and 

knowledge sharing
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