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IMPROVING THE WAY WE WORK - OUR ACTION PLAN

Action
Number

Key Actions Target 
Completion

date 
Lead Member 

Lead
Executive
Officer(s)

1. Develop alongside our LSP partners,
a new long-term vision for Croydon.

Scope the project
Start borough wide consultation

December
2009

Leader of the
Council

CEX

Develop and implement action plan responding to the
corporate assessment report

Respond to assessment report
Develop detailed action plan 

October
2008

Leader of the
Council

CEX2.

Modernising the organisation – implement new
departmental and senior officer structure

Phase one
Phase two

October 2008
April 2009

Leader of the
Council

CEX3.

Maintain Use of Resources score of “4” Benchmark against 2007/08 criteria
Submit detailed self assessment to Audit Commission   

April 2008
September

2008

Cabinet Member
for Resources &

Customer Services

EDRCS4.

Implement new Improvement Programme focussing on
under-performing/under-achieving services

Identify services for programme
Commence programme

April 2008
June 2008

Cabinet Member
for Resources &

Customer Services

CEX/EDRCS5.

Implement RELEASE and DELIVER programme and develop
2009/10 budget

Deliver £12m efficiencies
Commence 2009/10  budget challenge

March 2009
Summer 2008

Cabinet Member
for Resources &

Customer Services

CEX/EDRCS6.

Develop and put in place the Croydon Observatory to
improve evidence-based planning within the Council
and the LSP 

Phase One – portal development and trial June 2008 Cabinet Member
for Resources &

Customer Services

CEX7.

Modernise one stop reception at the central office complex
to improve facilities for visitors and customers and speed
up the processing of personal customer inquiries

Design and build December
2008

Cabinet Member
for Resources &

Customer Services

EDRCS8.
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IMPROVING THE WAY WE WORK - OUR ACTION PLAN cont...

Action
Number

Key Actions Target 
Completion

date Lead Member 
Lead

Executive
Officer(s)

9. Centralise processes to speed up response times to
complaints and enquiries

Implement new system
Respond to Ombudsman inquiries with 30 days

August
2008

Cabinet Member
for Resources &

Customer Services

EDRCS

Maintain pressure on delivery of LPSA targets in final year of
the agreement to ensure the Council and its partners receive
maximum Performance Reward Grant (potentially up to £9m)

Retain six-monthly reporting April 2008
and October

2008

Cabinet Member
for Resources &

Customer Services

EDRCS10.

Complete negotiations with GoL of new LAA agreement on
behalf of the LSP 

Agreement in place June 
2008

11. Leader of the
Council

CEX

12. Demonstrate that the organisation is mainstreaming
cohesion, equality and diversity in terms of service delivery

Achieve Level 5 of the Equalities Standard March 2009 Cabinet Member
for Safety &

Cohesion

CEX

13.

14.

Improve our understanding of our residents’ views about
council services through a comprehensive consultation
programme 

Service Transformation Strategy 

3 surveys of the Citizen’s panel
Take part in consultation activities initiated through
London councils 

Update in line with RELEASE and DELIVER 
programme 2008/10

March 2009 Cabinet Member
for Resources &

Customer Services

CEX

October
2009

Cabinet Member
for Resources &

Customer Services

EDRCS

15. People Strategy 2007-2010 Update People Strategy Action Plan  in line with Service
Planning outcomes

October
2009

Cabinet Member
for Resources &

Customer Services

CEX

Key: CEX – Chief Executive;

EDRCS – Executive Director, Resources and Customer Service




