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As procurement/ financial support for council staff is already stretched and non-financial
staff training is very basic, any new systems will have to be very smooth and simple to use,
and there'll need to be very clear written guidance for non-financial staff, and clear points
of contact we can rely on.

reducing the number of systems would be beneficial as it seems we utilise multiple
systems that don't interact effectively.

If this means that the council services are more efficient and cost less to deliver with no
unnecessary spending, then | am all for this idea. | would ask that change management is
implemented and realistic timescales in doing this to minimise any major effects to
customers.

| think this is a good opportunity to modernise systems which can be more efficient but
more importantly provide a better customer service.

Cost reductions are necessary but to the detriment of those vulnerable in our community
for example the reduction to virtually nothing in community education

Long overdue streamlining so excellent move. Way too many collecting wages for
saying‘that’s not my job, | need to pass you to someone else to complete your query’ tick
box type support

This sounds like an option that must be taken forward to increase flexibility and agility in
delivery for the future.

Technology could save tens of thousands. Hundreds of vans every week wasting fuel,
traveling to hand in time sheets. Email sheets or use app. Use more careline tech, rather
than care homes.

Consolidation of services would be beneficial and bringing like services together could
improve processes reduce costs however reduction in staff may have an adverse effect
also dependent on the proposed technology upgrades.

In theory 'the greater use of technology' sound good, but we are already in the situation
that IT Services are clearly stretched and providing an inadequate automated 'self service'
that clearly is not adequate; We could save huge amounts of money by relaxing our
procurement procedures and being empowered to go externally for provision of services
and materials the frameworks system does not give us best value;

| like the sentiment, reduction in staff numbers is a concern as this is economic activity.
From a personal perspective it very much depends on the specific services that | am
interested in.

| agree with this as long as the impact to the customer is minimal.

Supported, technology should allow for efficiency.

It is alright to have integration and to modernise but that should not mean quality of
service declines. Most services now have no-one to answer direct calls, they are picking up
voicemails and passing to relevant areas (or not the correct area) This causes delays and
distress to callers, having a team that answers calls right away is so much better, constant
complaints with regard to not getting through, having to e-mail etc, this is not good
customer service

It makes sense to use as few systems as possible. Staff can be flexible in what they are
working on and there should be savings in ongoing support and maintenance. However,
updating systems can be expensive in the first place. Anything that is externally contracted
should be constantly under review but you need to look at what it is, whether it is really
needed and can the service be delivered inhouse at a lower cost or more efficiently (even if
it means employing someone to do it e.g. legal services, IT support)

PCOS is surely due for review - schools (and very likely many other sectors of the council)
can purchase equipment and resources at a fraction of the price at supermarkets and
retailers like Argos and B&M if you give them the means to do so - massive potential
savings!

| think this seems like a sensible measure
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The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council continually reviews service provision using our Best Value Framework to ensure that
we deliver value for the public and continue to achieve the expected levels of performance.
There are rigorous internal scrutiny arrangements in place to assure the quality of our services
and we are also subject to external audit and inspection.

The council continually reviews service provision using our Best Value Framework to ensure that
we deliver value for the public and continue to achieve the expected levels of performance.
There are rigorous internal scrutiny arrangements in place to assure the quality of our services
and we are also subject to external audit and inspection.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council is bound by regulations contained in the Public Procurement Legislation which set
out the procedures to be followed at each stage of the procurement process leading to the
award of contracts within certain spend thresholds.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

The council's ambition is to use digital technology to open up new opportunities for our
customers and encourage efficiency and innovation.

The council can be contacted in person through our officers, by telephone via the contact centre
and online through our website or via email. This range of options offers customers choice and
we endeavour to deliver a high quality customer service experience across every channel.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council is bound by regulations contained in the Public Procurement Legislation which set
out the procedures to be followed at each stage of the procurement process leading to the
award of contracts within certain spend thresholds.

Thank you for your comment.
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That is good news that we are using the facilities to save money as | believe we do need to
have cut backs in some areas but also we need to keep our colleagues as well
Agree with this measure

Following on from COVID and the changes to staff working e.g., Hybrid etc then look at
reducing the number of offices that the Council have sell them bring in money from there
sale and reduce outgoings over the long term on maintenance heating etc of these.

| agree with this suggestion. Noted re impact on customers but this is to be expected given
the level of cost cutting involved.
The principle is clear. Not clear what the impact on customers would be?

School transition and employability services to integrate, in line with external funding
streams. Avoid duplication, maximise staff skills and resources and ensure streamlined,
client centric client journey.

Make sure any new systems actually do the job that the previous ones did.

Any impact on customers should be explained unapologetically. Success stories should be
heralded and put out there alongside anything adverse.
Hopefully staff reduction is through natural wastage and not redundancy.

Modernisation is a positive change and benefits all.

Some examples here of what this might look like would be helpful. | imagine it would be
easier to streamline some services through greater use of technology than others.

Sounds good if implemented correctly with minimal impact to customers. From personal
experience you could already do much better with same budget so there is room.

agree that any duplication in any service departments require updating for the best use by
the public. You need real people to deliver customer service not automation which
appears to be the route we're going down. Some services at this point are way
understaffed hence all the overtime being carried out every day and at breaking point /
mental health detrimental for some staff working loads of extra hours beyond their normal
hours burnout and lack of concentration / tiredness would be an issue as mistakes will be
made and then you have all the rework to resolve. Reducing staff numbers again and again
doesn't help staff moral and the further loss of experience is a negative and if new staff are
taken on then you have all the time and cost of training them to full speed which in our
area would take months if not years to manage all the legislation changes and numerous
parts surrounding the actual job. Bad enough managing the job in front of us but adding
further jobs on and onto everyone you end up with the service being diluted and probably
more faceless

Hopefully customers will still have the option for face to face contact

Great increase in digital services but customers / employees must still be able to speak to
actual people when required, not only through digital channels.

Expansion of online portals would improve access to local services, especially for those
already working busy working normal office hours.; Rationalising estates through hybrid
working could achieve cost savings whilst affording more flexible working options to
existing WLC staff.

Excellent idea.
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Thank you for your comment.
Thank you for your comment.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

Thank you for your comment.

The council continually reviews service provision using our Best Value Framework to ensure that
we deliver value for the public and continue to achieve the expected levels of performance.
There are rigorous internal scrutiny arrangements in place to assure the quality of our services
and we are also subject to external audit and inspection.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

Thank you for your comment, the council proposes to use all responses to the consultation to
support the review of priorities and commitments.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

Thank you for your comment.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

Thankyou for your comment

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

Thank you for your comment.
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The use of technology is a positive step forward. It needs to be clear and straight forward
to engage with, along with timely response rates and helpful answers to queries.

Stream lining and integration of services is good, to reduce duplication and out dated
working practices.Custoner facing is paramount though and the ability to contact the
council should not be reduced. Remembering not everyone has the ability to
text/email/webcam, etc so face to face contact is paramount. System redesign, etc should
be aimed at improving efficiency and not causing more delays due to complexity.

Agree

Services still need to be available to people who do not have online access

The principle is fine, but lacks detail to provide any valuable comment. Frontline services
tend to be impacted by changes in support services as they end up with having to do the
work someone in support services did. Improving technology is not entirely a perfect
solution and can cost a lot of money to implement and maintain. These approaches have
to be properly risk assessed and costed in terms of potential consequences.

investigations should be made into whether support functions can be more efficiently and
cost=-effectively provided by external organisations rather than by the council itself.

Streamlining and amalgamation of services may reduce ‘top heavy management’ and
surely all council services should be from within with no external contracted services.

Seems logical. Concerns would be that service levels from WLC have drastically reduced
with minor or no cutbacks. Now with cutbacks | would imagine service levels from WLC
would be nearly non existent.

Above seems reasonable

Like this idea

Services need to be accessible by everyone, so whatever means they are then delivered,
need to be done through such ways as people can access them and this does not have a
detrimental effect on the services they receive.; To make a full comment, | would
personally want to know what services would be affected and the impact this would have
on the services and outcomes to the community

Less management supervisor roles and more workforce output

As long as the changes/impact on the customers are clear (to the customer) and practical
(for the customer) then in principle, a saving of £1.2 million is welcome and in line with
good management practice.

Good

This is a great idea and will save the council a good amount of money and will make the
council more efficient.
yes thats the way to go ,but also need human input!.
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Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Thank you for your comment.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council places significant emphasis on effective internal and external integration and will
continue to look for opportunities to integrate systems or processes to achieve efficiencies. The
council has an existing shared service agreements with some public sector partners and will
continue to develop opportunities for further shared service arrangements with other public
bodies.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

Thank you for your comment.

Thank you for your comment.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

Thank you for your comment.

Thank you for your comment.

Thank you for your comment.

The council places significant emphasis on effective internal and external integration and will
continue to look for opportunities to integrate systems or processes to achieve efficiencies. The
council has an existing shared service agreements with some public sector partners and will
continue to develop opportunities for further shared service arrangements with other public
bodies.
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Business efficiencies are often overstated when claiming savings due to inertia. I’'m saying
that, process efficiency and reductions in system duplication are always welcomed.

As long as the staff reductions are achieved by natural wastage and people are redeployed,

no redundancies.

Agree to redesign services to improve efficiency. However, using technology to replace
human contacts does not always achieve this outcome for all. There are people who do
not use technology as much as others, due to a variety of reasons including affordability or
capability or just by choice.

I think so long as any changes are communicated clearly to customers most people will
understand why changes are need. | think any changes need to take into account any
customers who don’t have access to the internet.

Yes

sounds good

If this means that the council services are more efficient and cost less to deliver with no
unnecessary spending, then | am all for this idea. | would ask that change management is
implemented and realistic timescales in doing this to minimise any major effects to
customers.

Focus on reducing/eliminating top-heavy management structures

| have yet to see the council successfully reduce services in this manner. Absolutely trim
the fat and modernise, however this must be done correctly of you are looking to achieve
an agile function as a result.

Sounds sensible and a good idea to save additional costs

Rather than having multiple "managers" - streamline from the top down rather than
disposing of front line staff - people who do the REAL work

This seems reasonable. The savings should be made at Head Office level.

Savings through streamlining services is important but will this have an impact on small
businesses that rely on council contracts. Small businesses closing then impacts West
Lothian and a lot of families.

Services should mostly be provided inhouse and occasionally by others. External
contractors seem to be a way of life within the council when people already employed
within the council's workforce already have the skills required to carry out the work. That
would save money and protect jobs within the council.

Would agree with consolidating services and reducing staff numbers, as long as it was
managerial staff and not frontline staff who would still be expected to provide a service.

If you reduce staff numbers, go for the higher-level managers.

Perhaps it would be best to reduce the top teir of staff on the highest salaries who are not
productive.
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The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council is committed to ensuring that a range of options are available to customers to
interact with council services, including face to face, phone and online, and customers will be
able to choose the most appropriate route for them.

The council is committed to ensuring that a range of options are available to customers to
interact with council services, including face to face, phone and online, and customers will be
able to choose the most appropriate route for them.

Thank you for your comment.

Thank you for your comment.

The council places significant emphasis on effective internal and external integration and will
continue to look for opportunities to integrate systems or processes to achieve efficiencies.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures, staffing requirements and terms and conditions of employment.
The council will seek to achieve agreement to change through constructive and open dialogue.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures, staffing requirements and terms and conditions of employment.
The council will seek to achieve agreement to change through constructive and open dialogue.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures, staffing requirements and terms and conditions of employment.
The council will seek to achieve agreement to change through constructive and open dialogue.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures, staffing requirements and terms and conditions of employment.
The council will seek to achieve agreement to change through constructive and open dialogue.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures, staffing requirements and terms and conditions of employment.
The council will seek to achieve agreement to change through constructive and open dialogue.
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This sounds good as long as it does not exclude the "non digital" service users

Agree be more efficient and where customers can self; Serve

| agree all LAs could become more efficient and cost effective with new IT systems and
processes. But this needs to be part of a coordinated plan and not a one-off, IT-based

quick fix.

It is also important to remember the needs of people in the community who cannot use
technology but still need to access services.

Also consideration of how services are used by more senior residents who don't cope too
well with technology needs to be looked at too.

Making efficiency services via redesign and using more technology is good. Impact on
customers though isn't actually specified what the impact would be on customers so

difficult to comment on that

| think this is okay, as long as it makes allowances for the many elderly and vulnerable

the proposal.

the proposal.

the proposal.

the proposal.

the proposal.

the proposal.

people who cannot afford or do not know how to access services online. There has to be a the proposal.
safety net so no one goes without because they cannot find someone to ask

So long as customer disruption is minimised and more digital and automated services

should be provided.

| agree in principle with redesign, greater use of technology and integration.

If the systems/technology that are implemented are suitable for the tasks being
undertaken and appropriate to the services they are supporting then this would be

the proposal.

the proposal.

the proposal.

beneficial. If they are not, then this could just result in additional work and lead to staff
being tied up with updating systems rather than carrying out the main parts of their role

It is difficult to provide substantive comments on this proposal as there is little concrete

detail. The aim of the proposal seems reasonable, particularly relating to the greater use of |the proposal.
technology and there are good examples of this currently in use, e.g., the booking of a

bulky uplift can be made using an electronic form. However, if an increased use of

technology is to be made, please do not forget those who do not have access to the

internet or who find technology challenging (not always the elderly). There are times when

people wish to, and need to, speak to a human being.

The use of up to date systems would be an ideal implementation. However, these systems

need to be fit for purpose otherwise everyone will suffer. Rolling out underfunded systems the proposal.
which have been hastily implemented will have dramatic outcomes.
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The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.
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including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.
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Seems reasonable to reduce costs by using technology and being more effective in services

Agree, with technology always advancing the Council need to continue to update systems
and streamline processes.

This seems reasonable, but we must keep schools and educational programmes intact.

Increased efficiency is needed- stop duplication of services- use technology wisely.
Consolidation of debts with rigorous audits and checking that work has been carried out to
the right standards. No more duplication.

Sounds okay, but it will impact on face to face contact thus distancing the council from its
clients and tax payers.; How will accountability be achieved?

In the drive for "efficiency", please do not lose sight of sensible and reasonable standards
of service and the need to be able to speak to someone. The excellent customer service
currently provided by the Council should not be undermined.

If functions are over staffed or inefficient in their service delivery then this cannot be
tolerated and must be reviewed.

Some services seem to consistently review their processes however some services seem
archaic and not forward thinking in relation to modernisation without recourse.

If there are services with excess staff then of course it would make sense to make
reductions, there would however need to be a discussion on how the services look like
going forward as clearly if less staff less ability to undertake the work in its current format.

Spending £21.3 million to save £1.2 million seems wrong as it will take the savings nearly
20 years to pay back the spending, making the council more agile should no be at the cost
of your customers l.e. the residents. Savings should be made to streamline and help
residents experience of the council services.

| support service modernisation providing the project is carefully managed so that the
planned benefits are delivered.

Efficiency & effectiveness is good, but 'impact on customers' is always a red flag. To the
cynical it means what can be cut without people noticing too much. Councils are a vital

form of administering local services and all redesigns etc should be afforded the utmost
care & consideration.

makes sense but has to be aligned with accepted changes in service standards/reduced
performance (ability to maintain with reduced resources has declined)

Fine, as long as the third parties adhere to and have sufficient controls in place for data
privacy. Will these third parties be based within the UK or abroad as different legal
requirements are applied depending on party location.

Cut top paid managers! To many Chiefs not enough Indians in the council

Too many high paid chiefs and not enough ground workers
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Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

The council continues to investigate ways to consolidate and better coordinate activities to allow
streamlining of operations and removal of duplication. This will help ensure that activities are
completed and managed in the most effective way.

The council can be contacted in person through our officers, by telephone via the contact centre
and online through our website or via email. This range of options offers customers choice and
we endeavour to deliver a high quality customer service experience across every channel. The
Council regularly publicly reports on performance across the key service delivery areas.

The council will always seek to maintain or improve its standards and will keep a variety of
contact options open for customers. Customers can meet staff face-to-face in various offices or
partnership centres or by telephone through our customer service centre

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is looking to deliver £21.3 million of savings through modernisation. At the moment
it is estimated that £1.2 million of the total savings of £21.3 million can be delivered through
service redesign, integration and modernisation

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council has a standard set of contractual terms and conditions for procurement which
covers many aspects including data protection

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.
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1. The respondent advised that they agree with
the proposal.

It's disappointing that the council haven't spoken to staff about staffing reductions before
publishing this online. | would have thought that given feedback from employees that this
approach would have been seen as detrimental. We are seeing lots of key staff leaving the
council, not least because of the return to office work, but also because they are now
doing the job of many staff under stressful conditions. This reduction is short sighted and
will only bring a short term solution to budgetary issues. There are far too many levels of
management in the organisation and a reduction in these levels would be more beneficial
and bring a greater saving that cutting staff. There are management positions that are
simply not required and this council are very top heavy.

Cut the staff at the top, rather than staff at the bottom 1. The respondent advised that they agree with

the proposal.

1. The respondent advised that they agree with
the proposal.

agree but what about looking at procurement the council pay companies way over the
odds for things

We need to reduce the number of systems that the council uses, consolidate where we can 1. The respondent advised that they agree with
and share systems with other councils if possible the proposal.

1. The respondent advised that they agree with
the proposal.

Using technology is ok if the technology provided is up to date & can cope with the
programs that need to be used.

1. The respondent advised that they agree with
the proposal.

It would make sense to utilise technology but it needs to be a good reliant system not the
cheapest option.

1. The respondent advised that they agree with
the proposal.

Increased use of technology may reduce cost but will it still be easy to access essential
services?

Understand reasons behind this but would have concerns around increasing technology at 1. The respondent advised that they agree with
the expense of reducing opportunities to speak to someone rather than using electronic the proposal.
communication

1. The respondent advised that they agree with
the proposal.

This makes sense and will work well as long as the systems implemented are fit for
purpose and simple for users.

1. The respondent advised that they agree with
the proposal.

Going digital if possible is the best way forward with the current age we are in.

1. The respondent advised that they agree with
the proposal.

Removing paper forms, digital solutions across all services that automate things would
make a massive difference!

1. The respondent advised that they agree with
the proposal.

Tech moves so fast that constant digitisation is required

1. The respondent advised that they agree with
the proposal.

| can fully understand why the council would want to re-design their services with the use
of technology to increase efficiency, but | think we must not forget about many of the
older generation who still rely on hearing an actual person's voice when telephoning when
making enquiries.; This situation was highlighted recently when my mother who is 89 tried
to contact the council. She was bombarded with various options e.g press 1 for council tax
etc and was constantly reminded that it is quicker to go online. How can we expect our
older members of society to feel included when this is being pushed at them continually.

1. The respondent advised that they agree with
the proposal.

The use of technology is great, however please make sure that the use of technology for
any services is accessible to all - not just those with the latest devices or fast internet. Do
proper user testing of any service, design the service and any user interactions with that
system with the user at the heart; and complete proper cross-device testing on any tech
solutions to make sure it will actually work for your customers. ; ; Consolidating systems to
reduce overheads and make processing simpler sounds great.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures, staffing requirements and terms and conditions of employment.
The council will seek to achieve agreement to change through constructive and open dialogue.

The council is bound by regulations contained in the Public Procurement Legislation which set
out the procedures to be followed at each stage of the procurement process leading to the
award of contracts within certain spend thresholds.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.
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Whilst this is understandable suggestion customer needs have to be considered as many
do not have access to IT or have the skills to engage with WLC via this method.

this sounds fine, but i would like the council to ensure that for people with
disabilities/difficulties in using the internet, that there are even a small team of council

the proposal.

the proposal.

employees who can assist with that support, in whichever area the savings are looking to

be made.

| believe that the greater use of technology is a really positive step forward for the future.

This means that services will be greatly improved and become more efficient. We need to the proposal.
ensure that important services for vulnerable people are not lost just to save money.

Using technology to increase efficiencies is a positive way to move forward. However, this

must be offset by sufficient access to face-to-face services for the many council customers the proposal.
who cannot/will not make use of technology.; Tech-based solutions must also be fit-for-
purpose and well-tested to ensure that they work first-time for customers.

Definitely agree with this - technology is always evolving and there are so many ways to

use it in the working life

Digital is a must in education but schools must be measured differently to encourage
collaboration rather than competition in their approach

This seems a reasonable means of saving money as long as the technology is user-friendly

and easy for all to use.

Will staff be re-trained in the new technologys, particuallary IT staff, there is much of cloud

the proposal.

the proposal.

the proposal.

based work, as an IT professional with over 30 years experience, | have learned not to liste the proposal.

Makes sense so long as the council doesn't isolate those residents without digital skills

Further use of technology should also account for the elderly and other groups with
limited access to such technology

There is nothing wrong with services being more agile etc. So far, the effectiveness of using
digital technologies is being hampered by a lack of these digital technologies - or the

the proposal.

the proposal.

the proposal.

associated hardware, particularly in schools- and a lack of skills/training in their use.

Do not use external consultants for this exercise.

the proposal.
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The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Staff training will be built into deployment of all new technologies

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Ongoing professional learning for staff will continually enhance the offer to pupils.

The council's best value framework determines whether services should be delivered internally
or outsourced, and looks to deliver best value across all expenditure.
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| think there is definitely a way to improve the efficiency of services to save money, Please
be aware that this should not limit access to facilities and services, but improve how they
are managed.

The use of 3rd party’s have, in my experience, never worked properly. They bid lower then
provide an extremely poor alternative. In the long run the council normally has to come in,
spend more money to put it right. This is normally to the detriment of tax payers.

Using external companies should be kept to a minimum. Surely the council has most
specialities employed within. It is well known that extra | companies charge top prices for
council work.

Services need to be modernised, such as the homelessness and housing services. It takes
too long to progress requests and it's frustrating for customers

This seems reasonable as long as there continues to be access to a human for elderly and
those with cognitive disabilities.

While the services need modernising, the population is WL is ageing and the demands on
the services are increasing. ;

Savings are required but it should not impact level of service and should be addressed as
streamlining.

There is so much wastage that should be sorted out first, | know budgets have decreased
so this is a time to make things more efficient before spending more of taxpayers harder
earned cash .

Efficiency savings within the council seems like the best place to start.

Good plan. Sustainable business need to simplify and take cost avoidance measures
OK. Can put up with some inconvenience.OK.

Sounds reasonable although job cuts should always be a last resort

After reading the above, | will continue to trust your decisions in the areas | have no
experience in, but thank you for the opportunity to co-operate !

| understand that cuts are needed but these need to be considered carefully as everyone is
feeling financial pressure and | am hopeful these cuts will not impact further.

Modernisation is a positive step and could help with effectiveness, sharing of information
and communication between services. However this doesn't provide enough information
on where this would be considered.

This seems a logical efficiency provided there is still sufficient central support for the
services who require it.

if it works the yes and saves finical savings

Modernisation is good for a lot of people who are able to navigate their way with
technology but there still needs to be provisions for those that cannot manage. ;
Consolidating services/reducing staff numbers often means reduced services in more
remote areas - again this should be considered carefully. There are groups of vulnerable
people already feeling isolated and lonely. If face-to-face services are being removed, there
should be more staff available to answer phone calls/emails/letters.

Whether it's reducing staff or reorganising roles, there is definitely the opportunity to
make each role more valuable to the council.

| love that you are looking at ways to be more streamlined and to be able to provide the
best service you can, however, do not sacrifice the wonderful staff you have. | know as a
customer as well as an employee i would hate to have to speak to a computer with no
human interaction and this would make me feel as if i am not important and not willing to
be helped.
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The council will investigate ways to consolidate and better coordinate activities to allow
streamlining of operations and removal of duplication. This will help ensure that activities are
completed and managed in the most effective way. Given the scale of the financial challenge,
the council will have to review all services based on the impact they have on priorities, whether
they are statutory or non-statutory services. It is proposed that future spending will be aligned
agreed priorities.

The council's best value framework determines whether services should be delivered internally
or outsourced, and looks to deliver best value across all expenditure. The council must consider
both internal and external provision to ensure best value. In some circumstances it may be
better value to deliver through external provision.

The council's best value framework determines whether services should be delivered internally
or outsourced, and looks to deliver best value across all expenditure. The council must consider
both internal and external provision to ensure best value. In some circumstances it may be
better value to deliver through external provision.

The council is continually exploring ways to improve service delivery and customer response
times

The council continues to offer different kinds of access for customers. This can be speaking to
someone in person through an office, by telephone through the contact centre or digitally
through our website or other online portals.

Thank you for your comment, the council proposes to use responses to the consultation to
support the review of council services, prioritisation and decision making.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

Thank you for your comment, the council proposes to use responses to the consultation to
support the review of council services, prioritisation and decision making.
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Thank you for your comment, the council proposes to use responses to the consultation to
support the review of council services, prioritisation and decision making.
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| would agree that internal systems could be reviewed and made more efficient, with
minimal impact on customers. Better sharing of systems between departments and more
autonomy to officers would also help in this regard

Positive; To take this forward will require significant day to day intervention from senior
leaders within the council. Previous efforts to achieve similar efficiencies have fallen short
mainly due to momentum for existing processes and procedures within individual service
areas.

Service redesign is an ongoing process and | support everyone's efforts towards the
goals...; | have seen steady improvement in systems over my period here.

The council will also review a small number of externally contracted services, with a view to

achieving cost reductions. - this should be seriously addressed and contracts should be
correctly tendered.

Efficienies suggested make sense however, reduction of staff numbers is a concern if it
meant redundancies.

Many services can be streamlined and we should absolutely be utilising online services
more. However, this should not come at the cost of hardworking individuals who have
worked to get these systems online in the first place. We need to keep in mind the age
range of the community and many in WL are of elderly age, utilising online services will not
be an efficient or effective move.

Good to see that our council is working towards greater efficiency.

Centralising systems to become more effective and cut through nonsense procedures is a
good thing and will aid in saving cost and time years down the line. ; Please don't reduce
staff unless their role is completely redundant. People make these systems work smoothly.
Putting the work of several individuals onto one person is also not the answer.

Absolutely should be done. All public sector organisations in Scotland should be
streamlined, less hierarchical and processes improved. Less talking, more doing. Measured
on output and results, not the number of meetings and talking shops.

Sounds sensible although | hope the reduction in staff would not result in compulsory
redundancies and that | could still speak to an actual person when | needed to.

Agree that modernisation of services is a good idea however I'd like to understand what
impact customers should expect. Will reduction in staffing mean redundancies? Or re-
training for support on other services?

Reduction in staff head count and efficiencies need to be focused on back office internal
council functions as much as possible with little to no impact in public facing services.; ;

Good, but compulsory redundancies should be avoided as far as possible.

Another round of redundancies - what happens to these employees? How do they make a
living while the council makes savings? There will be more impact to the customer - which
means a worse service for the money we put in. Using contractors rather than paying
employees, surely you are paying them more than you would employees? Maybe we
should realign the management at the council - usually top heavy and on the highest
salaries.

This could only work as long as the merging of existing departments doesn't overload the
remaining staff.

Provided no compulsory redundancies are made, providing efficient & effective services is
what is needed.

| agree that using technology is going to cost less in the long run and could improve on
services but the fact it could lead to job losses isn't good.

| think this is the most appropriate place to start trying to make savings as | think savings
should firstly be made within the council’s own internal business policies and procedures
before asking residents to accept service cuts
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Thank you for your comment, the council proposes to use responses to the consultation to
support the review of council services, prioritisation and decision making.

Thank you for your comment, the council proposes to use responses to the consultation to
support the review of council services, prioritisation and decision making.
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The scale of the further reductions required over the next five years will be challenging and the
council will seek to use the existing range of workforce management and organisational change
policies to deliver the required reductions in staffing numbers.

Thank you for your comment, the council proposes to use responses to the consultation to
support the review of council services, prioritisation and decision making.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures, staffing requirements and terms and conditions of employment.
The council will seek to achieve agreement to change through constructive and open dialogue.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.
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agreement to change through constructive and open dialogue.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.
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reducing staff must also include management, less staff means less managers.

Use robust technology for all areas of customer service, but make sure that customer

interaction is acknowledged and actioned.

Sounds like a good idea to make best use of technology.

WLC should be a laptop based organisation, reducing the need for desktops;

Investing in new technologies is paramount to increasing efficiency

greater use of technology to increase efficiency and effectiveness Is a good way to go but
you must make sure the correct system are used.

Loss of jobs at a financially disturbing time is a frightening prospect. Perhaps cut backs that
still ensure employent even less hours be an option as redundancies can be costly, will

the proposal.

the proposal.

the proposal.

the proposal.

the proposal.

the proposal.

the proposal.

impact some of your staffs families into poverty however needs must as certain areas of
council services are a must for investment and improvement so | realise this is a difficult
balance. Investing in technology is absolutely vital in the modern age though to streamline

services and be cost effective.
1A Service Redesign, Integration and Modernisation
human interaction.

1A Service Redesign, Integration and Modernisation

Hopefully any use of technology will be well tendered and still have the right amount of

While the implementation of efficient technology is generally welcomed it should be
remembered that not everyone has access or can utilise technology and we are still in an

the proposal.

the proposal.

era where face to face interaction is required. In time this will continue to reduce as
generations pass but please remembers there will always be vulnerable people who

require a personal interaction.

1A Service Redesign, Integration and Modernisation

1A Service Redesign, Integration and Modernisation

1A Service Redesign, Integration and Modernisation

Less systems cost less money to maintain.

Greater use of technology is good as long as there is sufficient availability for access to
services for clients who are unable to use or access technology.

Its not clear what the redesign would involve nor its implications for service delivery.
Improved use of technology and Al should of course improve overall productivity of

the proposal.

the proposal.

the proposal.

services, but it inevitable involves use of the capital budget. With an estimated budget of
£400m or so. A 10% per annum overall saving for the Council, generating around £200m of
savings should be sufficient for the Council to avoid a debilitating 18% increase of Council
Tax for individual households over the planning period spanning a Cost of Living crisis.

1A Service Redesign, Integration and Modernisation

Technology is a big area that is being used to support services, this should never take away

from vital face to face support that is necessary to combat loneliness and isolation. the use the proposal.
of technology within the council infrastructure is good.
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The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.
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Advances in technology should be used to increase efficiency and working practices
modernised to also increase efficiency .

Have to make sure redesign is adequately thought through and that technology introduced
is appropriate for the task. Don't want to spend more on technology and then find there is
no reduction in staff, or even worse it leads to an increase.

Better systems is a must, everyone must adapt to technology or loose out.

With the cost of living continually on the rise some people might not be able to have access
to technology as their income may have to go on their high energy bill. The council would
have to take that aspect into consideration also.

New technology should be used to improve efficiency, however don’t forget that customer
facing staff are critical to ensure councillors and executives don’t lose touch with public
concerns or aspirations.

Ok to make technology changes but staff need to be able to have face to face with people
who do not have technology skills

| agree that the council needs to modernise its approach to systems. There are far too
many. Many managers seem reluctant to move with the times. Service design and
modernisation of processes does not automatically mean there will be a negative impact
on customers. If done well, it should enhance the customer journey.

Personably wouldn’t affect me so all good although what about the elderly who rely on
face to face, all government log in and passwords are too overly complicated for most
people, | have to go through 2 log in screens just to pay my childminder which is my weekly
chore

The above paragraph is vague and does not give any examples. There are still many people
who are not able to use on line services for various reasons, many of them elderly. This
needs to be factored into the plans as they should not be excluded from using the council
services.

When redesigning services please consider though who do not engage in online activities,
services and these methods of communication as we run the risk of isolating these
individuals more and more. From a service user point of view it is often far easier and more
satisfy to engage with a real person when services go wrong( we still need good customer
service).

Agree with this as long as there is still actual people to talk to incase technology fails or
can’t help. Also for the elderly who struggle with technology

The decreasing of the number of systems used by the Council and the integration of the
services will most definitely improve the level of services we provide for the community.
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Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.
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More on teams would be useful and more accessable.

Using technology and innovation is always a good thing to achieve efficient and effective
workflows in all areas. But it does come with its challenges, and the implications and the
risks should be carefully reviewed before making such decisions.

More digital info and access must be the future.Transparent information on costs of
contracted external services.

Reducing systems makes sense as you would save on the cost of service and maintenance.

Reducing support staff isn't a good idea. It just puts more pressure on those that are left. |
would agree with consolidating systems and resources though. | would also reduce high
end management roles rather than support staff.

Good idea; perhaps integrated systems using tech need a person or two to oversee?

Reduction in number of systems would be a good idea as the council currently has a large
number of bespoke systems in each service area but investment in an integrated system
would be required to streamline a system that can be utilised by all service areas and
would be easier to maintain and plan for routine upgrades and costings.; ;

Sleeker systems that allow information to be logged and information readily available for
customers when they require an update. Joined up working would benefit customers and
staff. Focus on the customer and staffing and reduce time wasted trying to suit all requests
from departments. Design systems with those using the systems and value their opinion.

As a trained finacial person, undoubtedly, if you have multiple systems on top of multiple
systems that can't talk to each other and requires extensive and specialist training to use,
then, this needs dealt with. This may lead to potential staff savings but be mindful that
reducing staff numbers may result in significant loss of knowledge.;

Also new computer packages that were introduced to cut costs and streamline work
should be investigated to see if they are living up to the full potential that was promised
when introduced and if not then investigated why and work to get them working at full
potential. i.e Itrent system.

Becareful and have a back up system as computer systems fail or can be hacked.

Do the council still use outside contractor’s? If so could this not be done in house ...

Services should be provided in house whenever possible as sub contracting is a costly
measure and ultimately lacks vision of sustainability within the authority.

| agree that any savings can be offset by a more efficient way of delivering services in many
areas, However i would not like to see vulnerable people being affected by any cost savings
in the community.

| presume this is office workers as systems do not clean streets,empty bins or teach,feed or
cross children at school . Not averse to this as.ling as we as the customer do not suffer

This does sound like a good saving as the council does have a lot of red tape and is very top
heavy

Agree - there is further work which can be done across this area. However, consideration
should be given to ensuring adequate resource (funding for systems along with staff

resource) is in place to drive efficiencies forward.

This seems reasonable. it is difficult to assess without knowing the impact on customers.
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Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.
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place as part of our plans to rationalise systems and improve our management of data and
information.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council's best value framework determines whether services should be delivered internally
or outsourced, and looks to deliver best value across all expenditure. The council must consider
both internal and external provision to ensure best value. In some circumstances it may be
better value to deliver through external provision.

The council's best value framework determines whether services should be delivered internally
or outsourced, and looks to deliver best value across all expenditure. The council must consider
both internal and external provision to ensure best value. In some circumstances it may be
better value to deliver through external provision.

As the council will have less overall resources, the number of services delivered will have to
reduce with services being reviewed based on the impact they have on priorities. This will
include changes to service standards and the way remaining services are delivered. It is
proposed that future spending will be aligned to agreed priorities.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council has made significant investment in the IT infrastructure and will continue to allocate
appropriate resources to introduce new technology where appropriate. The council's ICT
Strategy seeks to deliver change in line with advances in technology and changes in council
priorities, whilst still having a clear framework within which to operate.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.
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Agree with this measure however it mag disproportionately affect people with a disability/
additional needs or those living in poverty.

You need to state what the impact to customers would be. The use of teams internally is a
good idea but there needs to be a face to face service for customers.

| understand money had to be saved but to the detriment of the people. We already see a
reduction in services especially the road cleaning and blocked drains which are not being
cleared. This results in flooded roads and footpaths.

It is already difficult to get any response to non-standard enquiries. By all means
streamline bulk transactional stuff but keep a human interface for non-standard issues. It
is especially annoying when a call from the Council is unavoidably missed and there is no
facility to phone back other than through the constantly understaffed single contact
number.

This appears to be a prudent approach - providing that reductions in staffing were
achieved naturally, with the council retaining its no compulsory redundancy commitment.

without seeing what the changes are it is difficult to see how efficient/effective they will be

or their impact on customers. the more self-serve the processes are the more it will free up

staff to deal with those who need to speak to a member of staff

Services and development teams within the wider council service in the civic centre should
be reduced before and in school re-structuring is considered. The core priority of
education is our pupils and we should therefore plan changes which will not directly
impact their learning negatively. We should not be reducing PSW allocation or increasing
class sizes.

Agree with streamlining and digitalising services however concerned about cuts to staffing.
The council is one of the main employers in West Lothian and | am concerned about job
losses. Also concerned that job losses mean remaining staff become stressed with
overwork.

Completely in favour of more cost effective use of services.

| find accessing council services unnecessarily complex in terms of which departments hold

which information and provide the accompanying service. This cost saving measure sounds

like it will improve this issue. | think this is a positive proposal

The current workforce of mixed tradesmen appears excessive considering that there
appears to be a van for each employee on the payroll. Look seriously at reducing the
number of tradesmen and more importantly vehicles and fill the gap with privately
sourced tradesmen at competitive pricing

| recognise the need to cut costs but am concerned that those who most rely on council
will still be able to access it - ie that the support is available and that it is easy to find out
about + apply for.

It’s usually cheaper to have everything in house and you also have greater control and no
dispute over who has responsibility. Customer facing staff members are vital, | hope that
when looking at efficiency you will look to thin out management levels as you can’t get
fewer people to do more and expect to keep morale and service levels high

While consolidating and saving money we must still strive for a customer facing
environment for customers as not all customers use online facilities and can find them
obscure and confusing

I am happy for this to happen if it means keeping these services but bringing them
together.
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The council is committed to tackling discrimination, advancing equality of opportunity and
promoting good relations both within our workforce and the wider community. We have a duty
to consider how we can work to tackle discrimination and accelerate progress towards equality
for all.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website.

The council will continue to deliver its core responsibilities including its statutory duties and
obligations. Howeuver, it is important that these duties are undertaken effectively and efficiently
and any reviews will seek to ensure that this is the case.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The scale of the further reductions required over the next five years will be challenging and the
council will seek to use the existing range of workforce management and organisational change
policies to deliver the required reductions in staffing numbers.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The changes to Devolved School Management will increase the autonomy of Headteachers and
teachers to make decisions at a local level to benefit pupils in their school. The Council intends
to implement the proposal whilst still fulfilling its duty to meet the needs of every child.

The scale of the further reductions required over the next five years will be challenging and the
council will seek to use the existing range of workforce management and organisational change
policies to deliver the required reductions in staffing numbers.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council places significant emphasis on effective internal and external integration and will
continue to look for opportunities to integrate systems or processes to achieve efficiencies.
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| agree that there should be some sort of modernisation and integration however | hope
the council will keep face to face appointments as well as telephone consultations. At
present trying to get through to West Lothian Council by telephone is frustrating as there
are always long queues.

Great idea, but could the WL Council re-purpose the staffs rather than pursue staff
reduction.

Reduce unnecessary bureaucracy as well as redesign processes to allow reduced staff
required

Staff reduction would be ok but currently staff have increased workloads as when staff
leave WLC their tasks get divided up amongst the remaining staff as no budgets to employ
replacements and the salaries are used as cost savings.

It will be good to see if it actually happens and they spend the money wisely but already
my service has had its renovations delayed.

This makes sense. It would be helpful to understand more about what the impact could be
for people. This would help manage expectations about what will be possible for the
council to deliver moving forward.; Local authorities have had their budgets squeezed, by
government and now horrendous inflation, for 15 years. The low hanging fruit for savings
has long been picked and cuts are all the councils can do now so it's picking the least bad
options.

This is supported but there is continued growth in work requirements and demands in
these areas through ever increasing Scottish Government returns, audit requirements and
additional support to frontline service delivery and customers so important that this is
taken into account when agreeing savings in this area.

This sounds like a sensible saving, streamlining of platforms and greater use of IT should
help to reduce costs with minimal impact.

| think people like to see people, speak to people face to face, | do think things can be
streamlined using better technology but the infrastructure is not there in some buildings.

| agree with this as long as the impact to the customer is minimal.
| think this seems like a sensible measure
Agree with this measure

Excellent idea.

Agree

Above seems reasonable

Like this idea

Good

Yes

sounds good

Agree

No objection

Agree although more detail required

Yea this is a good idea to help cut costs.
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The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council regularly reviews the governance arrangements that are in place in order to ensure
that there is good management, effective stewardship of public money, good levels of public
engagement and that the desired outcomes for stakeholders are achieved.

The council regularly reviews the governance arrangements that are in place in order to ensure
that there is good management, effective stewardship of public money, good levels of public
engagement and that the desired outcomes for stakeholders are achieved.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.
Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.
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Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.
Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.
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GREAT WORK, KEEP IT UP

Agree

Sounds good

Sounds like a plan at least

This would potentially be a beneficial move. When dealing with the council it is not always
clear which department deals with what issues and some complaints or concerns are lost
through passing of information from one to another. If the right departments are
amalgamated then this would minimise the confusion and get enquiries to the right people
quicker. | am not fully aware of what is externally contracted so can’t comment on that.
Agree

Sounds good to me.

Makes sense

Sounds sensible

Good idea

Seems sensible.

| would agree with this priority

Agree with statement. Reduction in finance systems will make the finance system as a
whole more efficient and effective. If staff have to go then it simply means that we fall in
line with our private and voluntary sector counterparts.

Ok

agree

No issue with this proposal.

| agree.

| agree Integration and modernisation is required.

yes | agree it would be good

| agree

Yes, this cost saving of £1.2M is needed, please proceed with these changes.

Agree with proposal

Good

Agree

Sounds positive

Easier to talk to someone

Sound good

Sounds like it will benefit

Ok

| believe that we have to modernise, it makes sense
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Sounds good!
Sensible proposal

Sounds good

Sounds like somethiing that is reasonable to do to save money

Agree with this

| believe the above, if actioned, would save money which can be utilised for other purposes

within West Lothian Council agenda.

As long as services are not negatively impacted this seems fine.

This is an excellent idea, keeping as much as possible in-house could be a potential saving

in some areas.
This sounds great and where possible we should be

Seems sensible to review the internal processes to see if efficiencies can be used. This
option provides no detail of the likely impact on a west lothian resident, therefore very

difficult to provide meaningful feedback.

Updated and efficient systems seems like a wise and effective way to maintain a good

standard of service.

Good to consolidate and use better technology to be more cost effective

Agreed, | think the service quality will reduce but can see this as being a good potential

saving
As long as it improves core services.

We have no choice but to modernise the service and move with the times, life has changed
so much over the past few years, very much digitalised.
| am aware the local authority is using automation in certain areas, and | think this is a

good cost saving.

| would just like to comment that | don't envy the Council having to make these cuts and
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they will not be popular. It would be worse if Scotland was Independent!!! | cannot believe the proposal.
the state of the country just now under Scottish Government. If they would concentrate on
the day job!!! I am very depressed with this consultation. If cuts are needed then so be it.
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10 know WLC are looking aheads but what a mess!!!!

It makes sense to take advantage of technology to change services in order to save money.
Has to be balanced with accessibility needs, however, to ensure council services are fully

accessible.
Support this

Definitely modernise and make Council more efficient and accessible to public.

Always sad to see reduction in staff but these changes seem necessary and any increase in

efficiency is a good thing

Modernisation and further use of technology makes sense.

I'm sure these support services could be delivered more cost effectively and efficiently.

Seems reasonable

excellent

Agree with these measures
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1. The respondent advised that they agree with
the proposal.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

Modernising our council 1A Service Redesign, Integration and Modernisation Consolidating the number of IT systems is the only reference that has some meaning.
Would be useful to know what systems, or what a review would do, how it would be
achieved etc. However, this is common sense to use the best suitable IT systems available
to the council as surely if IT is properly implemented it in itself will deliver savings let alone
the contractual cost reductions. Therefore, Im not sure why this is in the consultation as

this should be happening as part of routine business.
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Will some level of face to face service still be maintained across the authority for those
unable to access digital services?

Efficiencies should be sought through consolidation of systems and reductions in
duplicated services provided by different areas.

Agree with this approach however please ensure there are always going to be ways for the
more vulnerable to use services through access to people not just technology.

The council has too many systems and could reduce these greatly by focussing on core
systems such as its CRM system and Office 365, providing employees with less duplication
of work.

I think there needs to be a good balance between modernising and | am absolutely all for
embracing new technology and ways of working but it needs to be clear that staff
members (people) still have a key role, there are real people to speak with if and when
needed and that the changes support everyone in West Lothian, particularly the elderly.

Depends on what services.; Think more should be done online.; Reducing staff numbers is
not a good idea - especially if that means not being able to talk to someone face to face.

It is obvious that efficiency savings can be made when we see staff being sent out in
20plus mile per hour winds with leaf blowers, 5 staff to plant a small replacement tree and
grass cutting in snow. Poor judgment by someone . No coordinated approach to drainage
maintenance causing flooding, and deterioration of our roads infrastructure to name but a
few. Proactive rather than reactive.

Good

Sensible plans

Good idea.

Ok

| agree that reducing costs is the first step counsel should take.

Seems a good idea

Agree

In favour of this.

| agree

This is an good way to save money.

This seems sensible and long overdue given its standard good business for any
organisation.

Just achieve the 1.2m saving.

Agree - regular review of internal functions is required to be efficient (as for other
organisations/businesses).

18
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The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.
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ways to reduce operating costs and make our processes more efficient and this will involve
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The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
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ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.
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consideration.
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Great idea

Sounds okay

Agree

This sounds like a good solution

Yes essential; To ensure efficiency of working

Yes

Further redesign of functions makes financial sense but this requires individuals with high
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levels of skill to achieve successfully. Having the right people, with the right skills will be the proposal.
essential to enable this activity and there is a question mark over whether such skill exists

within the local authority. There is a real risk of excessive workload for those in new

amalgamated roles leading to absences and further weakening service delivery.
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This sounds like a positive plan.

Worth looking at.

Yes

| agree with this proposal if it's was user friendly

Yes save but what is the cost to put this in place

Sounds reasonable most private companies have to operate in this manner

| agree with this proposal as long as online is user friendly with clear explanation .

This looks pretty sound, with emphasis on efficiency and technology. Unfortunately wages

can make up a very large part of budget.

| agree as long as the service levels stay the same.

Seems sensible

| believe this would be for the benefit of all as now everything is digitalised.

Agree
Greater use of technology is good idea.

Am happy with whatever the council is doing

This sounds like a sensible way to save money. My reading of this is that there will be

minimal cuts in services
Agree

| will be happy with that.
Good

yes | need help

| agree

Ok

sensible to move to single systems of work

As long as there is minimal disruption to access and services to the customers then being

able to save this considerable sum is worthwhile.
Yes
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Ok

| am ok with this.
Good idea
Sounds good

Is this something that the council thinks the community will understand? Designing
services to meet community needs in the most cost effective and efficient way is
something that should be done no matter whether it is part of a consultation or not, it
should be a structured programme of continuous review and strict governance review to
ensure outcomes. What services will be redesigned? What will the redesign process look
like, for example will it include community and staff engagement to redesign the service
based on service needs etc? What will be integrated? Integration of what?

All services should be encouraged to think about redesign and automation in order to
deliver efficiency. My service has worked with the Transformation / digital team to
redesign some processes and enhance our use of technology, and | would encourage all
others to think about doing the same.

Assuming this is a cost saving per year and not over the three year period this is
admirable.; ; To complete this, it has to be certain that the integration will help reduce cost
as well as improve the efficiency. Otherwise, people will be frustrated that services are not
happening as expected.

This would provide significant savings.

Integration and greater use of technology should allow for reduction in staffing with
minimum impact

| think redesign of services and service delivery models is an activity which should be
undertaken on regular basis.

Yet more costing measures. Anything to improve operations is good. | am still trying to get
the Council to help me get my Autistuc child back to school and the council services for
doing this ate pitiful.; ;

In the private sector the modernisation of the organisation is common place and is done
on a regular cycle as part of a ceo's job. That is why they get the largest salaries. ;

Agree with all except the outsourcing of key jobs within

| agree but staff burden should not be excessive. Reducing external contracts is worth
looking at.

It could be possible to make more savings by outsourcing services and reducing vast
amount of staff. Technology is a losing battle the systems we have are not fit for purpose
and some of the system's integrity is negligible. System outages far too often. I.T. don't
appear to offer robust system checking services and I.T. rely on the user to tell them when
things aren't working. Tenant facing systems are definately in need of modernisation
tenants portal causes more issues than it helps.; ; Double/treble/quadruple handling of
cases/jobs is evident. Unfortunately, At times we deserve our reputation. We need to
speculate to accumulate here we need to pay more for people on the ground to become
an organisation people want to work for again increase our reputation for customer
satisfaction and get issues dealt with at first attempt.

| agree with outside contractors not receiving contracts in my opinion they do not do as
good a job for a lot more money
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Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes. The council will engage with customers when redesigning the services they
provide to them.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes. The Corporate Transformation Team is an enabling service which can assist
services with modernisation and service redesign processes.

The council continually reviews service provision using our Best Value Framework to ensure that
we deliver value for the public and continue to achieve the expected levels of performance.
There are rigorous internal scrutiny arrangements in place to assure the quality of our services
and we are also subject to external audit and inspection.

Thank you for your comment.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

If there has been a failure of service on our part and you are dissatisfied please use the formal
complaints process to escalate this issue. Each complaint is fully investigated, reviewed by Senior
Management and improvement actions are taken, where appropriate.

The Council has a formal Complaint Handling Procedure, which all staff must follow, this is
monitored by the Scottish Public Services Ombudsmen, who also deals with escalated
complaints where a customer is dissatisfied with the council's response.

Scottish Government funding will be insufficient to match the cost of providing council services,
and therefore it is necessary for the council to identify ways it can save money through
modernisation and new ways of working

The council is committed to working with employees and trade unions in managing changes to
its organisational structures, staffing requirements and terms and conditions of employment.
The council will seek to achieve agreement to change through constructive and open dialogue.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures, staffing requirements and terms and conditions of employment.
The council will seek to achieve agreement to change through constructive and open dialogue.

The council has made significant investment in the IT infrastructure and will continue to allocate
appropriate resources to introduce new technology where appropriate. The council's ICT
Strategy seeks to deliver change in line with advances in technology and changes in council
priorities, whilst still having a clear framework within which to operate.

The council regularly reviews the governance arrangements that are in place in order to ensure
that there is good management, effective stewardship of public money, good levels of public
engagement and that the desired outcomes for stakeholders are achieved.
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merge similar services together and look to reduce top tier management

merge similar services and it will reduce workers and save money

Merge similar services together and look to reduce top tier management efforts look to

reduce or minimise

Good plan - there is far too much wasteage in the pay or Sector

Costs more to outsource

As hard as it is staffing levels are one way to cut the budget and maybe pointless exercises
such as electrical checks need to stop if people owned houses they wouldn't have these

anyway

Instead of farming out contracts surly its cost effective to use your own workers to do this

work.

Redundancy packages for staff with long service.

The councils are all top heavy in every department. This level of management would never
be tolerated in the private sector.

Use less contractors or shop around and use the cheapest and most effective companies.

This in theory is a good move however you will need to ensure that training is provided for

the proposal.

the proposal.

the proposal.

the proposal.

1. The respondent advised that they agree with

the proposal.

the proposal.

the proposal.

the proposal.

the proposal.

the proposal.

the staff left to do the jobs! | do think that cutting costs higher up the tree is more effective the proposal.
as the lower paid workers tend to be the support staff who are actually the ones that do

the majority of the admin work.

Agree, The council should maximises it's use of technology to benefit staff and customers
alike. Any redesign however should not adversely impact on other council departments

the proposal.

therefore changes made need to have a full understanding of any consequences or

changes elsewhere.

Always best to have integrated systems which can be used council wide, this will result in

better results and lower costs

Embrace technology however staff levels have to be sufficient to provide the current level
of service - less staff = poorer service. Important to get value for money with any

outsourced services.

This proposal sounds rather vague, I'd like to understand more specifically what you mean
by 'internal business' and 'redesigning services'. Having said that, modernisation through

the proposal.

the proposal.

the proposal.

more technology (provided it will stand the test of time) will make processes more efficient.
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The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the governance arrangements that are in place in order to ensure
that there is good management, effective stewardship of public money, good levels of public
engagement and that the desired outcomes for stakeholders are achieved.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council is bound by regulations contained in the Public Procurement Legislation which set
out the procedures to be followed at each stage of the procurement process leading to the
award of contracts within certain spend thresholds.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.
Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.
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This proposal makes sense. Businesses should ulitise digital technology to its full extent,
where and when it is most appropriate.

It is important to meet statutory (legal) requirements especially in many of the services
that the Council offer and these should not be compromised. Using extended technology is
a good way forward, though not everyone that WLC looks after will be computer literate
and have access to a computer to access the services. There would have to be some
provision for these people.

Technology is a good way to reduce staffing for manual repetitive duties (such as invoice
reading software. This could possibly manage cashflow more efficiently.

Move more services online

There are too many systems being used which is not only time consuming but is not cost
effective

| do have concerns re reducing frontline Servies as not all digitally included, and this could
impact on potentially vulnerable clients. Additional of technology would help to reduce as
long as alternate frontline service still available. Services have bene overwhelmed under
the Cost of Living Crisis so reduction to services does not seem best time to introduce cuts
to services..

This would only be achievable with the appropriate infrastructure in place to support
service redesign. For example, Clickshare technology available in all Council buildings to
facilitate hybrid meetings to promote efficiency, more responsive agile solutions for web
content to encourage a digital first channel shift, more automated functions/bots to direct
customers to online information and solutions, better telephone systems to appropriately
direct calls to relevant services.

Cheapest IT does not mean more efficient or effective service- needs to be systems
/services that are viable and reliable

Invest in the best systems available that can be future proofed. Don’t go for the cheapest.

its important to remember about people who still needs traditional service and face to
face contacts

| believe it would be a good idea to integrate the use of technology to increase efficiency
and effectiveness however | would hope the reduction on staff numbers would still provide
a suitable level of support to our customers.

All systems need updated at least a few hours a week my pda will not work did
maintenanceon system over the weekend and it would not work till nine on Monday

Efficiencies gained using better use of technology will be useful as long as the technology
and support to that technology is good enough to limit any negative impact on services.
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Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.
Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.
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Supportive. I've thought the online reporting tool of road pothole issues excellent and the

response is virtually immediate. ; My only concern is that people who don't have access to the proposal.
technology still are able to access services.

Agree but there should also be ways that clients can still access services who have learning

disabilities or are older who don'

WLC should be moving forward with technology

Think it is beneficial to consolidate the services, if this means that departments are talking
to each other more. ; ; However not everyone can use technology and this will be bad.

Need to make sure people that ¢

| accept that staff numbers will h
by use of technology and more e

t/can't use technology. the proposal.

the proposal.

the proposal.
an't use technology that the options are still there.

ave to reduce and agree that efficiency can be improved
fficient systems. However it is critical that people can still the proposal.

email to contact a real person rather than automated replies/ only sending to pre written
responses which is highly frustrating and often of no use

| hope careful thought is being put into the potential negative impact on customers who
are not able to utilise technology to access services ( ie elderly).

Moving to use technology to increase efficiency may not suit all stakeholders and relies
heavily on ALL having access to technology.

| would welcome innovation and

the proposal.

the proposal.

better use of digital solutions as long as it didn't mean

just removing the work from one service and integrating it into the work of other team and the proposal.
service managers. it has to add value and help save time. It would also be helpful if it was
able to link with external data gathering systems or use similar parameters to avoid

duplication for users.
Since the council deploys a very |
rationalise these where possible.

Modernisation is good and will h

arge number of IT applications, it would make sense to
the proposal.

elp us be ready for the future but please also be aware

many of our service users will not be able to use technology or access this. The current cost the proposal.
of living crisis means a lot of people will not be able to afford smart devices or Wi-Fi or the

fares to travel to centres.

| agree that there must be changes to maximise the efficiency of the council

the proposal.
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The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.
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However, in general yes redesigning services should happen with better use of technology
however statutory services should also be appropriately funded to deliver their statutory
functions. Any redesign of such statutory services should also be done by someone or a
team of people who understand what the main statutory functions are and what cannot
be changed legally by either getting in specialised consultants or

Finding way to work smarter will help. In addition to the above, better comms systems,
review or working practices (systems and procedures) can all help to reduce costs.
Reviewing working practices and stopping doing things that are no longer necessary.

on the face of it, it seems to make sense. i would hope that the impact on customers will
be minimal as over the last few years customers have received less from the business and
paid the same.

While | understand the need for these savings, | am concerned that customers will not be
able to contact Officers when they need to in a manner that is easy for them.; £1.2million
is an enormous sum of money, how many staff will be lost, and what are the external
services you are reviewing?

Sounds OK - my only question is how much do the remaining externally contracted services
cost / could they be taken in-house to save more?

Redesigning anything is only valuable IF it works long term. Make sure it does, fed up with
Civil organisation "redesign'

Streamlining is fine - hope customers will be made aware in advance how this will affect
them

| am aware of the need to modernise services and can't see any other solution

All for redesign and innovative thinking - Be bold!!

| am hoping that this modernisation will not leave existing West Lothian staff without jobs.

| would like to think people would be redeployed within the new council structure.

We should look to streamline services where possible to improve efficiency as the Council
is largely inefficient.

Every council needs to modernise

External contracted services on some occasions end up costing more than in house, how
will this be measured

| support the ideas of service redesign and greater integration. There is a danger though
that we 'spread' ourselves too thin and that we grow the publics expectations, and we are
unable to meet this demand for our services in the future.

Whilst it is admirable to try and make services more streamlined, the reality is that the
council undergone efficiencies and redesigns in the past that means we are already lean
and deliver in the best way. In order to achieve this level of service we have to reduce the
scope of services delivered, concentrating on real statutory services.

Any removal of duplication of services & effective use of available resources would be
good. Sad if it impacts jobs
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The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council continually reviews service provision using our Best Value Framework to ensure that
we deliver value for the public and continue to achieve the expected levels of performance.
There are rigorous internal scrutiny arrangements in place to assure the quality of our services
and we are also subject to external audit and inspection.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

January 2023



WL2028 Theme

Phase 2 Proposal

YCYS 2028 Consultation Comments and Responses from Officers (Phase 2)

Respondent Comment

Comment Categorisation

Officer Response

Modernising our council

Modernising our council

Modernising our council

Modernising our council

Modernising our council

Modernising our council

Modernising our council

Modernising our council

Modernising our council

Modernising our council

Modernising our council

Modernising our council

Modernising our council

DATA LABEL: PUBLIC

1A Service Redesign, Integration and Modernisation

1A Service Redesign, Integration and Modernisation

1A Service Redesign, Integration and Modernisation

1A Service Redesign, Integration and Modernisation

1A Service Redesign, Integration and Modernisation

1A Service Redesign, Integration and Modernisation

1A Service Redesign, Integration and Modernisation

1A Service Redesign, Integration and Modernisation

1A Service Redesign, Integration and Modernisation

1A Service Redesign, Integration and Modernisation

1A Service Redesign, Integration and Modernisation

1A Service Redesign, Integration and Modernisation

1A Service Redesign, Integration and Modernisation

Use of externally contracted services implies adding profit to external, (private), comanies

and merely indicates that better WL Council management should achieve the desired cost the proposal.
reductions. DO NOT USE EXTERNALLY CONTRACTED SERVICES - EVER!; "Management" is

repeatedly shown to fall far short of it's name. | contiue ro have to deal with WL

bureaucracy that indicates levels of management that are not worthy vof the name. Does

this go right to the top? No doubt it will be the people that acyually do the practical and

physical work who will pay in any jobs reduction. This £1.2 million cost reduction is

unspecific.

| agree with consolidating services and systems but why reduce staff before that is in

place? Surely it would be better to plan and implement that properly before considering the proposal.
staff reductions. Surely there shouldn't be any need to impact customers at all.

If the changes have been designed to make the service more streamline | would support it.
However losing staff at this point is never great.

streamlining procedures and staff inefficiency would be a plus, there's nothing more

the proposal.

frustrating for a resident asking for something to be done and being told something to the the proposal.
effect of " sorry council employee x isn't available and there's absolutely no one remotely

qualified to help you "

Hi am pleased to see the council is trying to figure proof it's services. However | am

assuming that this may result in staff. Cute as efficiencies are put into place. | am correct if the proposal.
so .how will the cuts happen. If it it will be by staff being located into different areas of the
council. Have staff been told about how the changes will possibly affect them.

This appears sensible but it should be ensured management type posts are reduced along
side the lower level jobs in proportionate numbers

Without saying what the impact on customers potentially is, it is difficult to meaningfully
comment on this proposal, however if this leads to greater efficiencies without a major

the proposal.

the proposal.

impact then it is worth considering.

As long as it's not sub contractors coming in

| agree with the modernising of services and infrastructure however this should not result

in job losses.

Yes | agree money needs to be spent wisely and possibly streamlined as long as no more

services are cut

Restructuring is important (although often difficult) for many organizations. The larger the
organization - the less efficient you become. Yes, restructure accordingly.

| fully support these measures and would encourage them to be expanded where possible.

Contracted Services seem like a good idea in term of cost saving. However, from the

the proposal.

the proposal.

the proposal.

the proposal.

the proposal.

experience on contract Project Manager, it would take a little while for any new contractor the proposal.
to get use to with the process and how thing work. As a short-term employee, contactor

seem to not be invested in the business which have impact on the quality of work which

will not become apparent until after they have left the business. This would add additional

cost to the council to resolve any issue.; ; My suggestion would be the council creating a

specialist team who can be flexed as required instead of using contractor.
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The council is bound by regulations contained in the Public Procurement Legislation which set
out the procedures to be followed at each stage of the procurement process leading to the
award of contracts within certain spend thresholds.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council has clear policies and procedures in place to support the effective management of
our workforce. Many of our staff regularly go above and beyond for customers in the services
that they deliver. Where any of our employees have failed to meet the expected standards,
managers are required to take action, in line with our policies and procedures, to support, train
or counsel staff in order to help them improve.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council is bound by regulations contained in the Public Procurement Legislation which set
out the procedures to be followed at each stage of the procurement process leading to the
award of contracts within certain spend thresholds.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

Thank you for your comment, the council proposes to use responses to the consultation to
support the review of council services, prioritisation and decision making.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.
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Keep all work in house rather than outsourcing to profit driven contractors

Not a lot to argue against here if you can do it so be it ; Management tiers in Departments

should be three at a maximum

| think the reduction of staff numbers is inevitable. The council just has to ensure they

the proposal.

the proposal.

happen in the right place. Council services need to be prioritised and only those functions  the proposal.
and services which are essential need to be continued.

Stop tendering work out work to outside firms services are not the same with outside

contractors

Should review the outgoing cost of external contractors when wilc employees are leaving to
work for these contractors on more money. How are the companies managing to pay

higher wages

| would definitely look at all externally contracted services and seek fair and fixed price
work contracts and not waste so much on inflated and unreasonable quotes.

Good idea. Could this expenditure be reduced further?; ; For example, cut politically
motivated 'services' to the bone - including all Gaelic translation. No one in West Lothian

the proposal.

the proposal.

the proposal.

the proposal.

NEEDS to speak Gaelic - why should | pay through my taxrs for this?

Don’t fully understand but would support the review of externally contracted services to

achieve cost reductions

Stop getting contractors in to do the work the employees are capable of.

| agree with reducing tiers of management more frontline staff are needed to actually do

the work outside

If done properly with good management and clear plans this is sensible. WL Council should

the proposal.

the proposal.

the proposal.

consider removing any silo working, critically review bureaucracy impediments and not be the proposal.
constrained by misguided views that some things cannot be changed. A root and branch

review should be conducted by there should also be an ongoing commitment to review

every three years or so to ensure the council services still provide value for money and

deliver the needs of the people of WL, particularly the most vulnerable.

Reduce the top management and their bonuses but do not reduce the staff who are really
working for public and not just attending meetings

Change the upper management structure that will reduce no of 6 figure staff and save
significant amount of money without reducing services to anyone. This will also mean

the proposal.

the proposal.

streamlining services under fewer management that will work more efficiently.

Sensible, use other departments to review to ensure its usability and "makes sense" to non-

team members.

| would have thought the latter part of this would have been part of regular reviews
anyway, for all contracted services!

the proposal.

the proposal.
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The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council is bound by regulations contained in the Public Procurement Legislation which set
out the procedures to be followed at each stage of the procurement process leading to the
award of contracts within certain spend thresholds.

The council is bound by regulations contained in the Public Procurement Legislation which set
out the procedures to be followed at each stage of the procurement process leading to the
award of contracts within certain spend thresholds.

The council is bound by regulations contained in the Public Procurement Legislation which set
out the procedures to be followed at each stage of the procurement process leading to the
award of contracts within certain spend thresholds.

Thank you for your comment, the council proposes to use all responses to the consultation to
support the review of priorities and commitments.

The council regularly reviews the governance arrangements that are in place in order to ensure
that there is good management, effective stewardship of public money, good levels of public
engagement and that the desired outcomes for stakeholders are achieved.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.
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Department merging utilising resources from different departments.

Reduced management,and other higher grades.

| agree with modernisation of services and using appropriate technology to streamline

interaction with the public.

Whilst understanding the need to use all types of technology | remain concerned for small
groups without ability to use these being marginalised

| suggest care if paying for new technology involves losing hard working long serving staff.
Experienced and enthusiastic staff are your best resource.

Consolodation of systems could bring potential benefits, however consideration must be

the proposal.

the proposal.

the proposal.

the proposal.

the proposal.

taken to ensure that preferred systems are fit for all types of purposes / services that could the proposal.
be using them. There is a danger that preferred systems are used and various services and

processes are forced into using that system that isn't quite right for the particular process.

There may also be issues with the fact that these systems are contracted and may have

contract expiry dates in the near future. Is there a risk that any re-tendering of these

systems cause more upheval to transfer large numbers of processes / functions to another

system?

Good idea, as long as consideration is given to retaining some access for customers to
council staff for advice etc rather than just relying on electronic contact

| would hope that there would be a focus on external cost savings first and streamlining IT

systems.

Little impact on communities and technology should make things quicker.

New technology is not free, what are your estimated IT costs for implementing any new

the proposal.

the proposal.

the proposal.

system? Whilst beneficial in long run will savings be materialised this year if outlay greater? the proposal.

Technology is inevitable. If it saves money then it may be the best way

Greater integration and shared technology needed. Too much duplication and wasted

manpower

This is ok for me as | have internet & access to a computer & technology however not

the proposal.

the proposal.

everyone has this some access so as long as the local Library is available for people to use | the proposal.

think this would be ok
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The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.
Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.
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Implement effective and efficient technology systems instead of overpriced systems that
don't do the job.

A vague proposal so difficult to comment. However, it's always worth looking at ways to
make systems more efficient. Technology doesn't and shouldn't always replace good
people though.

| think technology should be optimised to create efficiencies and cost reduction.

Modernisation is fine through digital technologies however you need to be mindful many
people need face to face or someone to speak to ; ; Bring more contracts back in house
and retrain existing staff to deliver to protect posts ; ;

Living in an age where everything is done online | highly; Commend this, (apart from the
job losses), but you do need to ensure that customers who cannot/ do not like to use
online systems

| like the sound of this. Use of technology and service design should be a way of making
services more efficient whilst improving service for the customer.

Better use of technology and brining contracts in house where possible is a good idea.
Need to ensure there is relevant support for customers in making use of technology

There are still a lot of elderly people who prefer to speak to someone in person. Not
everyone has access to a computer etc. Technology works great for those who know how
touseit!

| support this as long as there is an alternative in place for.people who cant/won't use
online or other technology services

With long-term investment in robust and intuitive digital services, | see no issue with the
above proposal.

- Agree with the review of externally contracted services.; - Face to face customers service
is crucial and makes difference essentially for elderly people.

Services should be strongly encouraged to modernise and digitalise their processes. There
is still too many services working in ways that are costly, inefficient and result in delays and
poor outcomes for customers. This should be an imperative.
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The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
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including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
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ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
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a lot of issues could be reported on line or have queries raised. However not everyone has
access to internet or are comfortable using a "hit no ?" key . Therefore hopefully the
option to speak to a human would available.

Of all areas called out here, | believe the "number of systems" should be looked at as a
priority. We have many duplicate systems in use across the council and services tend to
buy their own solutions without checking if we already have a product in use in another
service that would achieve most, if not all, of what is required. Due to contract obligations
this would obviously take some time to produce a benefit but long term would reduce
costs massively as well as allow IT to have more knowledge of a smaller number of systems
in use across the council instead of being spread thinly across a vast number of them.

| don't want to see a move to digital by default without putting in place the support
mechanisms to help those with low digital skills / no access to technology (and | don't
mean the underfunded library services that currently exist, put digital skill training in place
in libraries).

Review all systems/applications used by the council to share more data internally, try to
cut down on duplication of information/data. does the council have more that one
application that is able to do the exact same thing.

Using technology is great, however, there doesn’t seem to be any alternatives for for
customers who are not good with this. Too many of council services rely on everyone using
online, this needs to made easier for older/disabled users.; Your phone system is unhelpful.

Supportive of things that encourage greater use of technology

Technology should already have resulted in change - it should now be the go-to option for
everything, unless there are legitimate reasons for doing otherwise, such as connectivity or
particular needs.

The way forward is further use of technology , however there should still be someone in
each department who is accessible via a telephone, as not everyone has access to
technology

As long as these technologies are already in place and no further money is going to be
spent

While | understand technology is the direction most councils are heading . However the is
is not for everyone . Some struggle with this method . | suffer from anxiety and to try and
go online to find help support etc is very frustrating and | end up giving up and then can
find myself ignore important issues like rent arrears etc . Some older generations need to
be able to physically speak to some one and they don’t know how; To use technology

Depending on the increased of technology to increase efficiency and effectiveness then
additional technical resources may be required to support and maintain the technology
implemented

It makes sense to integrate teams where possible and reduce the number of systems.
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The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.
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Our customer interactions and feedback clearly show that people are increasing choosing to use
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improve the efficiency of our processes and response/resolution times for customers.
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supporting more customers to move to digital services and making better use of technology.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.
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Great idea if it will modernise, streamline and make services more accessible to customers.

However please remember the elderly may struggle with services that are only online.

Some systems require modernisation as they don't all work cohesively, therfore intigration
would also help with this aim.

Using technology more is great if it increases efficiency, but staff will still be needed for
those who struggle with technology.

As long as the quality of IT support is good, but the elderly may be disadvantaged.

If the impact is minimised then it is important to maximise use of new practices and
technologies to reduce costs.

Of course it makes sense to use technology and automation to help but existing online
services (like Ipayimpact and my gov account are really not intuitive.

Modernising systems can only be a good thing for greater efficiency.

Whilst | agree that some services can be streamlined by utilising tchnology and online
sercies | think it is imperative that a person approach is still available. Not all staff are

proficient in IT or using technology and this can be very off and can prevent people from
completing their tasks making us less effective.

Support modernising with technology. Council would benefit from more services being
able to be completed online as opposed to in person or by phone.

Using technology can be great for the majority of people but some people may need extra
support to access services in a non tech manner.

Schools would struggle

Reducing external contractors seems like a sensible decision.

External contractors should be minimised where possible - don’t let cuts in the council end
up feeding private companies

Great news!!

| do not agree with any cost saving measure that result in people losing their jobs.
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The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.
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ways to reduce operating costs and make our processes more efficient and this will involve
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allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.
Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.
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their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.
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including telephone, face-to-face, email and contacts via the council website. We understand
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allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Thank you for your comment.

The council's best value framework determines whether services should be delivered internally
or outsourced, and looks to deliver best value across all expenditure. The council must consider
both internal and external provision to ensure best value. In some circumstances it may be
better value to deliver through external provision.

The council's best value framework determines whether services should be delivered internally
or outsourced, and looks to deliver best value across all expenditure. The council must consider
both internal and external provision to ensure best value. In some circumstances it may be
better value to deliver through external provision.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.
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Agree with proposal

Agree with proposal- this saves time in the overall service

Agree with proposal

Agree

Agree

| absolutely agree with modernisation, it is the best way to save money

There is an obligation on the council to operate as efficiently as possible but also to
maintain robust controls and provide 'customers' with a good level of service

| totally agree that we have to modernise the service, unfortunately this will have impacts.

The country is in some mess just

improving internal efficiency and streamlining finance functions to realise cost reductions,
with minimal impact to service users seems like a good idea

| think that service redesign/modernisation can be beneficial, however, staff 'on the
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now! the proposal.

the proposal.

ground' who know current systems, it's pros and cons, what works and what doesn't need the proposal.
to be listened to. Consultants may need to be brought in to co-ordinate systems changes

but I've worked in big organisations that pushed forward big changes to systems where the

consultants offered 'shiny baubles' but end product wasn't fit for purpose. Do not dismiss

anything as 'just' operational!;

Sounds like a plan that any modern business would implement when there is a budget
deficit. WLC should be no different
The service does need modernised but this needs to be done in a way that it doesn't have

to much impact on the residents

Modernizing the service is a good start as well as reducing the number of outdated and old
systems the council uses. However, based on my experience reducing the number of

the proposal.

of west lothian the proposal.

the proposal.

employees may not be ideal. | would suggest re-training the employees and widening their
abilities to be able to use them in different fields where there are shortages. If women of
the employees are crosstraining you could create multi-function jobs and use these to fill
in the gaps if needed. Maybe concentrate on retaining your employees who are delivering
above average and offer them permanency instead of giving them no future options which

will eventually make them leave.

As long as it's not sub contractors coming in

Unnecessary duplication of work would also make this saving. There are multiple services
es that form the same function but could be consolidated into one team, reduce

management costs and increase
designed to be mandatory but a
competencies could also be com

If services are maintained on a more efficient way, then fine.

People, process, technology. Ens

optimal use of the technology and people are adequately trained. Go for it.;

Modernisation is highly apprecia

Obviously if you are able to cut costs without effecting services this would be an ideal
however | am unsure how realistic that is.

the proposal.
the proposal.
reach across the council. Training modules that are

repetitive are a waste of staffing hours when those

bined.

the proposal.

ure business process aligns to the objectives and fits the
the proposal.

ble . Service is most important rather than cost

the proposal.

the proposal.
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Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

The council continually reviews service provision using our Best Value Framework to ensure that
we deliver value for the public and continue to achieve the expected levels of performance.
There are rigorous internal scrutiny arrangements in place to assure the quality of our services
and we are also subject to external audit and inspection.

Thank you for your comment, the council proposes to use responses to the consultation to
support the review of council services, prioritisation and decision making.

Where there are opportunities to streamline business processes and reduce inefficiencies, the
council will act appropriately to ensure that we are operating as efficiently as possible and
delivering value for money.

The council will continue to review processes, procedures and methods of service delivery to
support improvement and efficiency in services whilst delivering on commitments.

Thank you for your comment, the council proposes to use responses to the consultation to
support the review of council services, prioritisation and decision making.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council will continue to review processes, procedures and methods of service delivery to
support improvement and efficiency in services whilst delivering on commitments.

The council will continue to review processes, procedures and methods of service delivery to
support improvement and efficiency in services whilst delivering on commitments.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

Where there are opportunities to streamline business processes and reduce inefficiencies, the
council will act appropriately to ensure that we are operating as efficiently as possible and
delivering value for money.

Where there are opportunities to streamline business processes and reduce inefficiencies, the
council will act appropriately to ensure that we are operating as efficiently as possible and
delivering value for money.

The council continually reviews service provision using our Best Value Framework to ensure that
we deliver value for the public and continue to achieve the expected levels of performance for
our customers.

Where there are opportunities to streamline business processes and reduce inefficiencies, the
council will act appropriately to ensure that we are operating as efficiently as possible and
delivering value for money.
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I'm all for efficiency and effectiveness however not everyone is able to use the internet,
face to face contact is better for people who struggle to contact statutory service
providers, will there be options available for people who can't use technology. The council
shouldn't use external contractors, money is being lost using outside providers, would it
not be better build the capacity within your own organisation.

Consolidating internal services to reduce costs sounds very sensible idea.

Think smart, remember that many people are assets to your services.

Agree Council should look to reduce internal service costs but should also look to share
with other councils

Council should ensure that it is as efficient as possible and concentrates on key services

Integration of services and staff resources can be useful if it assists service delivery.

Services should be run efficiently as possible but not at the cost of customer experience.

Systems changes inevitably involve a period of uncertainty, teething troubles - good
communication goes a long way to helping with this and users more likely to be patient if
they know what to expect (so, thanks for being open about an impact on customers).
These seems a good way to streamine Council services as long as the redesigned services
are fit for purpose.

| think.this is " do-able " and necessary ; As a former council employee for very many years
| saw so much waste of people resources and systems ... having to sit at desk and complete
KPI and other " grey " tasks while ' real ' work went undone ... too many grey suits ...sadly
the old school stayed as others much better equipped left

The redesign, integration and modernisation also need to be in consultation with the staff
responsible for its implementation and needs to meet the needs of the staff and
customers. Adequate time and training need to be provided to staff.

The council requires to be innovative in its approach, to streamline systems and automate
processes wherever possible. Consideration could also be given to working in partnership
with other local authorities or partner agencies to share business support functions. This
may require an internal culture shift. While all areas of council activity should be
considered, it is also recognised that where support functions are already lean, that there
is an increased business risk associated with further reducing staff numbers. Alternative
service models - such as shared services - may require to be considered to build service
resilience and capacity.

There's very little information here for me to comment on - do | support service redesign,
integration, and modernisation? Yes, however | want that without putting more stress on
staff (i.e. not asking less staff to do more work).

Although | understand the need for this measure it is sad to have to reduce of combine
services as despite the intentions of the Council there are always dire consequences for
the residents.

Like most businesses there is probably an overlap of services, streamlining the services is
always good as long as essential services can be maintained

Seems reasonable, but you need to prioritise the important services ( | would have thought
you would anyway) and the most widely used services.

In agreement to consolidating departments , however enough time should be allowed for a
safe and smooth transition.;

Any consolidation of services would make sense

The savings on integrating services and updating technology packages far out way any

slight impact this would have.
Go for modernisation it will help set up for future

32

1. The respondent advised that they agree with
the proposal.

1. The respondent advised that they agree with
the proposal.

1. The respondent advised that they agree with
the proposal.
1. The respondent advised that they agree with
the proposal.

1. The respondent advised that they agree with
the proposal.
1. The respondent advised that they agree with
the proposal.

1. The respondent advised that they agree with
the proposal.

1. The respondent advised that they agree with
the proposal.

1. The respondent advised that they agree with
the proposal.

1. The respondent advised that they agree with
the proposal.

1. The respondent advised that they agree with
the proposal.

1. The respondent advised that they agree with
the proposal.

1. The respondent advised that they agree with
the proposal.

1. The respondent advised that they agree with
the proposal.

1. The respondent advised that they agree with
the proposal.

1. The respondent advised that they agree with
the proposal.
1. The respondent advised that they agree with
the proposal.
1. The respondent advised that they agree with
the proposal.
1. The respondent advised that they agree with
the proposal.
1. The respondent advised that they agree with
the proposal.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Where there are opportunities to streamline business processes and reduce inefficiencies, the
council will act appropriately to ensure that we are operating as efficiently as possible and
delivering value for money.

The council will continue to review processes, procedures and methods of service delivery to
support improvement and efficiency in services whilst delivering on commitments.

The council places significant emphasis on effective internal and external integration and will
continue to look for opportunities to integrate systems or processes to achieve efficiencies. The
council has an existing shared service agreements with some public sector partners and will
continue to develop opportunities for further shared service arrangements with other public
bodies.

The council will continue to review processes, procedures and methods of service delivery to
support improvement and efficiency in services whilst delivering on commitments.
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support improvement and efficiency in services whilst delivering on commitments.
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The council will continue to review processes, procedures and methods of service delivery to
support improvement and efficiency in services whilst delivering on commitments.
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support improvement and efficiency in services whilst delivering on commitments.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council will continue to review processes, procedures and methods of service delivery to
support improvement and efficiency in services whilst delivering on commitments.
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The council will continue to review processes, procedures and methods of service delivery to
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The council will continue to review processes, procedures and methods of service delivery to
support improvement and efficiency in services whilst delivering on commitments.

The council will continue to review processes, procedures and methods of service delivery to
support improvement and efficiency in services whilst delivering on commitments.

The council will continue to review processes, procedures and methods of service delivery to
support improvement and efficiency in services whilst delivering on commitments.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.
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As long as the changes genuinely make things more efficient, then this would be a

productive change. If, however, efficiency and effectiveness of these changes is assessed  the proposal.
by council managers tasked to implement change, then this would bias the results.
Measure of efficiency and effectiveness should be performed after changes by

independent auditors.

Working smarter is always a way to save. Would prefer that services were provided in

house.

Great idea to bring council services into the modern age - | deal with a lot of government

the proposal.

bodies and the opportunity to refresh the approach of working is not often there, so take the proposal.
the chance while you have it. Making a leaner, more efficient, effective service can only be

positive.

In house services should be cheaper than external services so right to review them.
Services impact for local residents has to be minimal.

If this means putting a stop to council workers arriving in a lorry to clear a small grass turf
then taking a picture to prove the job was done then fine!! This occurred when my

the proposal.

the proposal.

husband thought that clearing a garden sod from the footpath and placing it in our garden
refuse,to save a member of the public falling over it resulting in our bin not being emptied
and we were advised to put the item back where it was and work men would come the
next day to lift it as of course they did WHAT A WASTE OF COUNCIL MONEY!! TIME!! and
no way does it take two workmen in a truck to do a simple task like that.

I’'m all for saving money especially when the council send two men in a lorry to pick up a
small piece of garden turf then take a picture to show it happened what a waste of time

and money.

make it easier for people to start up there we business by not want all the money in one go

| think this would be a good idea ro reduce and streamline systems as there are quite a few.

Fully agree if consolidating services and systems brings a reduction in costs this is

the proposal.

the proposal.

the proposal.

necessary at these times. the impact on customers will be expected as long as the message the proposal.
is delivered prior to the impact and customers are kept up to date

Introducing technology with the primary aim of displacing workers and adversely

impacting customer services would only seem to ultimately add to the challenges in future. the proposal.
Using technology to enhance services and worker efficiency or quality of working

experience seems like a great idea. Would like to see retraining programmes added to the

commitment for those workers displaced, perhaps focussing on the new tech economy

growth skills areas.

Don't just ask one person to do two jobs.
Whatever way you can do things to provide great service and still save money would be
most beneficial to the council and its employees.

| guess the bottom line is that we don't go back to how the Council used to reduce staff
every year. Lowest paid in schools shaking in their boots waiting to hear whether they are

the proposal.

the proposal.

being kept on or moved on. Those considered key workers during the pandemic cast aside consider the proposal.
to save management. Your staff need certainty, and whilst it is lovely that you are asking

staff what they think, the reality is we all need to know if our jobs are safe. You are going

to cut staffing, we need to know how and when. It this going to be a voluntary redundancy

ask around or a cull or early retirement. We need answers and certainty not a survey.

Replacing staff with technology does not fit well with the communities of West Lothian and
as usual it’s the people in greatest need who will suffer

If you do it right greater use of technology shouldn't impact customers. Sounds like an
excuse to cut staff and say you've used technology to streamline processes

consider the proposal.

consider the proposal.
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The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council will look to explore opportunities to deliver services more efficiently through
effective partnership and procurement arrangements.

The council does review staff performance and work scheduling on a regular basis. This
particular incident will be investigated.

The council does review staff performance and work scheduling on a regular basis. This
particular incident will be investigated.

Through the Council's Business Gateway Service support is tailored to meet the needs and
requirements of individual businesses.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

The council is actively reviewing the number and usage of systems and applications that are in
place as part of our plans to rationalise systems and improve our management of data and
information.

Our customer interactions and feedback clearly show that people are increasing choosing to use
our digital services. This offers customers greater choice and flexibility in the way that they
access services and we are working to increase our use of technology across the council and
improve the efficiency of our processes and response/resolution times for customers.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.

Customers who transact with the council through digital services return positive feedback on
their experience, however, we will always look for ways to improve the customer experience and
welcome feedback on how we can do better.
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The organisation is already struggling to provide a good level of service to customers, many
areas have lost "back office" staff and this is resulting in a lack of communication with
customers which ultimately means that more customers are contacting the Customer
Service Centre to chase up outstanding work/ service failure and more service areas are
using the 280000 number as a dumping ground/ switchboard to answer calls when their
own staff are not available. Different service areas all operate via different systems such as
Open Housing, CRM, Confirm, Incab, Open Revenues, APP, PNC, AIM, PECOS etc - we need
one system that is stable and reliable and integrates with all others and is supported fully
(24hrs) by IT- we do not currently have this. Until this happens it is unlikely that the current
technology that is in place will support more customers to self- serve which incidentally
most customers do not want to do.

| think we should focus on our own staff and look at keeping as much work in house as
possible

Frontline staff are already at minimum capacity. Delivery of more services with less staff
does not work. ;

Frontline staff are already at minimum capacity, with all the services we are delivering we
need staff to be able to deliver these.;

Reducing staff numbers at a time of financial crisis ? Is there no better way ? While most of
west Lothian are tech savvy there are huge numbers of residents who are elderly or
disabled and do not communicate or access services this way. There may also be huge
amounts of people without internet access or selling there laptops / tablets/ phones to
make ends meet.

Having worked for West Lothian Council for nearly 10 years now and having already been
through WLC Transformation which incurred massive reduction in staff numbers already,
feel this will not only put more strain on the existing council staff but will also affect the
mental health of existing staff members. Staff turnover is already at an all-time high and
with pressure already building in the teams.

Having worked for West Lothian Council for a few years now and having already been
through WLC Transformation which incurred massive reduction in staff numbers already
within my team, | feel this will not only put more strain on the team but will also affect the
mental health of existing staff members. Staff turnover is already at an all-time high and
with pressure already building in the team, | fear this will further affect staff's mental
health. ; ;

You have reduced staff and funding in education to its detriment. | really hope that there
will be no more cuts as staff are already on their knees.

Technology has a usage, but in my service although our tenancies all have technology,
pendants etc. you cannot replace people. | have found it takes me longer to do things
online due to the way the programmes are set up e.g., wages this used to take me 15mins
allin, now it can take a full day.

| think the use of technology has its place but my worry is that reducing posts will place
greater pressure on already over stretched resources.

Not sure how this would work for people with no access to internet or that can not
read/write.

| do not want to see any "savings" only a consolidation and increase in services would
satisfy my belief that tax payers money is best spent on tax payers.

If more technology is being brought in, rather than staff, not everyone is necessarily able
to use these technologies, whether they have digital skills or not and many don't have any
digital skills.

Anything that hacks away at an already depleted service, reduces staff numbers - sack
people - is not increasing efficiency or indeed effectiveness

How will this affect employment opportunity and how job satisfaction. Usually, with
reduction is staff numbers usually comes with increased work load for others.
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The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Thank you for your comment, the council proposes to use all responses to the consultation to
support the review of priorities and commitments.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The scale of the further reductions required over the next five years will be challenging and the
council will seek to use the existing range of workforce management and organisational change
policies to deliver the required reductions in staffing numbers.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.
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reduction of duplication and will maximise opportunities to automate processes to reduce
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The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The scale of the further reductions required over the next five years will be challenging and the
council will seek to use the existing range of workforce management and organisational change
policies to deliver the required reductions in staffing numbers.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council is proposing to achieve efficiency savings through transformation of services and
reduction of duplication and will maximise opportunities to automate processes to reduce
manual processes.

The council will continue to offer customers choice in the way that they access services,
including telephone, face-to-face, email and contacts via the council website. We understand
that some customers may find digital services challenging and there are alternatives in place to
allow them to continue to access council services in other ways. The council must though find
ways to reduce operating costs and make our processes more efficient and this will involve
supporting more customers to move to digital services and making better use of technology.

Thank you for your comment

The council supports a programme of enhancing digital skills for both customers and staff to
ensure that everyone is able to take advantage of the opportunities that going digital provides.

The council continually reviews service provision using our Best Value Framework to ensure that
we deliver value for the public and continue to achieve the expected levels of performance.
There are rigorous internal scrutiny arrangements in place to assure the quality of our services
and we are also subject to external audit and inspection.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.
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Where it is stated that there will be changes through redesign and then goes on to say
reducing staff numbers - can you be honest and not do a 'service redesign' which removes
a post/posts and say what it is ie someone loses their job but is not entitled to Redundancy
- as we have a 'no compulsory redundancy ' policy therefore meaning people go on to
redeployment list but if not suitable job at same rate have to take lower pay or leave so no
job no payment - this is my understanding of course

Pushing all It systems out to the cloud will result in higher costs and worse services.
Services are already cut to the bone.

Too many staff not providing services as expected

Reduction in job numbers would restrict the authority in being able to carry out its day to
day functions required by government. Therefore this should be the last call of action.
Unless it can be shown that joining of teams together results in same job posts overlapping
with each other.

Lots of money wasted in external contracts

those stupid solar bins are a prime example of BULLSHIT for the sake of adding a were
sustainable tag. they are to complex and costly to make and still are not being emptied
enough and iv seen at least 1 burnt.

Supervisor /management staff numbers need to be reduced there is more of these than
front line workers in most departments and aren't always needed as years ago these
positions ran smoothly with just 1 or 2 now you have 6 and 7 doing these jobs

Please make sure that the internal business support function redesign does not just push
the service provided from Support teams onto the Delivery teams as has happened
previously. For example, HR functions just moved from HR Service to individual Teams
meaning that Individual teams are having to conduct the HR function and associated
administration instead of their day job of delivering a service, without any additional
support. The reduction in Procurement Officers has also had an adverse impact on the
workload of both Procurement Staff and individual services. There are also additional
forms to be completed which are excessively lengthy, such as Contract strategies. This
form has to be shortened for lower value/ lower risk and simplistic contracts to save both
officer and staff resource and time.

Frontline staffing is already facing major challenges. Any reduction in staff numbers could
cripple the service and have a seriously detrimental seect on the standard an number of
services we are able to provide.

Purchase suitable plant and equipment in good time so that you do not waste resources
on hiring unsuitable plant and equipment.

| would be worried that reducing staff numbers may mean that there is not enough staff to
cover work streams or cover holidays and sick? This leaves me worried for my financial
future with the cost of living crisis that as a permanent member of staff | could lose my job
to technology but technology may serve a purpose in efficiency but doesn’t make up for
human empathy for people especially working in the SWF and anti-poverty sector.

Unfortunately this has more of a negative effect when you reduce staff numbers, this
results in more job responsibilities which in the long run increases stress on staff. The staff
go off on sick leave which means using other agencies to fill the position temporary. This is
not only with council but unfortunately with many many companies and all results in staff
leaving then having to go through a costly recruitment/process. IT systems also break
down regular causing a back log of work which means less efficient and poorer standards
of service.

Council bigwigs should take a pay reduction instead of over working and under paying the
average council employee.
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The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

The council continually reviews service provision using our Best Value Framework to ensure that
we deliver value for the public and continue to achieve the expected levels of performance.
There are rigorous internal scrutiny arrangements in place to assure the quality of our services
and we are also subject to external audit and inspection.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
However, where there are opportunities to streamline business processes and reduce
inefficiencies, the council will act appropriately to ensure that we are operating as efficiently as
possible and delivering value for money.

The council continually reviews service provision using our Best Value Framework to ensure that
we deliver value for the public and continue to achieve the expected levels of performance.
There are rigorous internal scrutiny arrangements in place to assure the quality of our services
and we are also subject to external audit and inspection.

Thank you for your comment. Your response will be forwarded to the relevant council officer for
consideration.

The council is committed to working with employees and trade unions in managing changes to
its organisational structures and staffing requirements. The council will seek to achieve
agreement to change through constructive and open dialogue.

The council regularly reviews the organisational structure and operations for efficiency and
effectiveness. There are statutory functions that the council must, by law, have in place.
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