
REPORT OF The Head of Paid Service
To: Full Council
Subject: Transforming Torridge Programme – Progress Report
Date: 26 June 2014 Reference:

PURPOSE OF REPORT: 

To update Full Council on progress made within the various projects and options for improving the 
Governance and oversight of the Programme along with appropriate recommendations.

1. INTRODUCTION

The original Transforming Torridge Programme (TTP) was first approved at Full Council at 
its meeting on 9th October 2014.  A further Full Council meeting on 12th January 2015 
approved the budget of £1.6m and the project strands making up the Programme approved, 
which were:

(a) Office Accommodation
(b) Customer First – the reception hub
(c) Business Innovation – also known as channel shift
(d) Locality working

It was reported that the overall Programme of change would take around 2-3 years to 
implement on an incremental basis rather than a “big bang approach”. The reason for the 
programme was to ensure that the Council could deliver balanced budgets to 2020, taking 
into account the Central Government funding reductions.

There has been a great deal of progress against the principle targets within the Programme 
and the first major phase of the office accommodation project is currently on site at 
Riverbank House “Bank End Building”.  

This report updates Members on all aspects of the Programme and further projects 
associated and now incorporated within Torridge’s overall Transformational Programme.

2. REPORT

2.1 Office Accommodation 

The main focus of the Accommodation strand is centred on the relocation of staff from 
Bridge Buildings onto a single site adjacent to Riverbank House plus significant 
enhancement of Riverbank House to create a multi service customer facing reception hub, 
which will offer access to all services for customers.

In April 2016 tenders were received for this element of work on a design and build basis with 
the most cost advantageous price (post value engineering being £971k (split £759k for the 
new build and £212k for the customer hub).   

At Full Council on 6th June 2016 these quotes were rejected and officers instructed to go 
back to the market and seek further tenders based around a traditional contract approach 
with the aim of seeking a better quote for the works.



The results of this second tendering exercise produced contract quotes of £731k and £209k 
respectively providing an overall estimated cost of £940k (risk to actual cost if changes to 
specification or issues arise), which would represent an assumed saving of around £31k. 
However, additional costs of around £20k were incurred as a result of the retendering 
exercise for such costs as architects fees.

Main Building

Work has been progressing well on site and the building has started to take shape.  
However, managing traditional build contracts does pose increased risk and often results in 
additional costs where issues arise during the build and the Project Manager must make 
instructions for the continuance of work.  To date the final sum of the project has been 
forecast at £718k representing a small saving against the original contract sum.

More recently however, the mechanical and engineering consultant awarded the work has 
gone into administration, which will result in additional costs being incurred in order to 
complete the build. A summary of the revised costs are:

  
Description £’000
Contract projection – May 2017 718
Additional M&E consultant costs 12
Additional costs – change specification as 
required by new M&E consultants 30
Costs of delay (two weeks) 7
Plus Contingency 14
Revised Contract Sum / costs 781

The overall retendered estimated cost of the project is £801k compared to £759k to the 
original tender exercise and a £50k increase in costs is required to complete the building 
project.  Had the original design and build contract been awarded many of the costs since 
incurred would have been avoided.  However, now in order to complete the works a further 
£50k is needed to be allocated to the project budget.

2.2 Customer Hub

The original Customer Services Hub was designed and tendered on the basis of a shared 
facility for staff and customers within the central area of Riverbank House. The layout 
proposed utilised the existing main entrance to the building and shared welfare facilities. The 
layout also included workstations to the northern end of the building for the Legal and HR 
Teams.

The design as tendered achieved a cost effective layout within the limited budget available 
which involved a contract sum of £209k.  However, the design and layout involved 
compromises that are likely to affect the long term operational effectiveness of the facility. 
This would potentially be detrimental to both service delivery and workplace efficiencies in 
the longer term. The following specific concerns have been identified.

 Shared access, accommodation and welfare facilities
 Potential compromise in the overall level of security provision
 Isolated workspaces and transition of staff through public waiting areas
 Loss of current customer services facilities during the build phase
 Significant structural and mechanical & electrical alterations



There are design and functional limitations associated with any building with such a linear 
plan form, but an alternative layout has been considered that overcomes the compromises 
identified. The opportunity has been taken to utilise the northern end of the building that was 
formerly an open plan area of the building. As an alternative, the overall function and use of 
the areas involved would be separated to enable the operational requirements to function in 
a more secure and segregated arrangement. 

The alternative proposal will assist in achieving the following enhancements:

 Independent public access and secure WC provision
 Enhanced security through separation
 Increased efficiencies through segregated layout
 Operational continuity through alterations 
 Reduced structural and services alterations

The relocation of the Legal and HR Teams would require some further work to increase the 
office accommodation available to the southern end of the building and these would be 
achieved through optimisation of space available under the projecting first floor canopies.

Sketch layouts of the concepts proposed are below and will be shown in more detail when 
the report is presented at Full Council on 26 June 2017.. These will require further 
development in terms of the operational detail, but will remain largely as proposed.

Current proposed Customer Hub layout:





Revised Customer Hub layout:



The increased cost of the revised design is estimated at £342k an increase of £133k.  However, the 
layout proposed represents a more operationally effective solution for the services involved and 
particularly for the customer interaction.

2.3 Digital by Default

The Business Innovation and Locality Working themes have now largely been subsumed 
into what is now termed “Digital by Default”, which is fundamentally about improving the 
entire way we work using a digital platform.  However, that is not to say we will stop 
engaging with customers who still wish to use the more traditional means of communication 



of either face to fact or via telephone, although it does recognise a gradual shift to 
technology, which more and more customers are using.

The strand itself is about enabling digital communication either via the use of smarter 
software so customers can help themselves and equipping our staff with modern technology 
in order that the serve the customer when out and about in the community.

Projects already delivered include moving to services to common ICT software platforms, 
rolling out IPads, implanting software that allows staff to work on the move i.e. at the 
customers’ location.

The larger element(s) of this still to be delivered is updating the actual customer interaction 
either by way of a Customer Relationship Management System and or self service software 
that enables the customer to do some transactions themselves.  This work needs to be fully  
integrated and in place a) for the Customer Hub and b) to implement the proposed charging 
for green waste collections as part of the waste and recycling review.

The current status of this project is that systems have been reviewed by the service areas, 
however, following the Business Transformation Manager’s departure have stalled slightly 
and we are currently working with Devon County partners to progress this.

2.4 Programme Board

When the Transforming Torridge Programme  was approved, it was constructed around a 
relatively confined series of projects with relatively static strands of work and the Business 
Transformation Manager was responsible for pulling the work streams together and co-
ordinating the reporting and progress thereof.

However, over the course of the last eighteen months, the scope of the Programme has 
evolved as we have now incorporated the Waste and Recycling review, which in itself 
involves a number of smaller projects, and in addition a number of other large capital 
projects have been approved by Full Council within the Council’s Capital Programme.

It is evident that many of the projects require resources to be pulled together e.g. ICT, 
Finance, Legal and HR together with those Operational Managers actually leading the 
projects who are competing for their projects to be delivered and have resources allocated.

It is also clear that some projects have a clear trajectory in order to achieve savings and or 
other Strategic Objectives and have interlinked practicalities of relying on one another.

Finally as evidenced above in the accommodation project there is also sometimes the need 
to make quick operational decisions to ensure that projects do not stall and which it is 
essential to have clear governance arrangements in place

For these reasons and to ensure we have a formal structure in place to oversee the range of 
projects the Council is aiming to deliver, it is felt imperative that a Programme Board is set 
up, which will have the purpose of overseeing the many projects currently being worked on.

One option for this is to have a Board made up of Leader, Deputy Leader and Chair of 
Community Resources with SMT (to incorporate the three Statutory officers, namely the 
Head of Paid Service, the Statutory Finance Officer and the monitoring Officer).  This could 
be supported by a Programme Manager and or Project Support.

For each of the major projects the Operational Manager (Project Manager) would be 
supported by their Lead Member (Project Sponsor) and will be responsible for the delivery of 
the project and reports to the Programme Board on progress, issues that need addressing 



e.g. resourcing.  The Programme Board with the benefit of oversight will be able to allocate 
resources (within budget) from one project to another as necessary and to approve minor 
changes to projects e.g. use of contingency, which might otherwise stall the project if needed 
to wait for the Community and Resources Committee.  It is not intended that the Programme 
Board be able to make major changes to project scope and/or allocate resources beyond 
what is available in the budget.

Communications and progress on major projects will continue as is done now with the 
Transforming Torridge Programme so that all Members are kept up to date at each Full 
Council meeting and are able to question and challenge those leading the projects.  
However, it would be expected that this would be much clearer with Lead Member as well as 
Officer involvement in the Programme.

An example of how the structure could look together with current projects is attached as 
Appendix 1.

3. IMPLICATIONS

Legal Implications

None identified specifically

Financial Implications

The report sets out the additional costs for revising the customer hub layout and employing 
replacement M & E consultants

Human Resources Implications

The proposals will provide an enhanced workplace environment  The Property and 
Procurement team will deal with the accommodation changes to mitigate the degree of 
financial and programme exposure involved.

Sustainability/Biodiversity Implications

Improved operational efficiencies

Equality/Diversity

Improved welfare provision for customers and staff

Risk Management

The proposals for accommodation reduce the potential for further delays to the project, 
maintain design risk reduction by engaging competent resources to complete the scheme 
and minimise impact on service delivery.

Compliance with Policies and Strategies
.
Yes



Ward Member and Leader Member Views

Members at the Member/Officer Corporate Peer challenge event were supportive of these 
proposals as was Leadership Team.

4. CONCLUSIONS

5. RECOMMENDATIONS

It is recommended that Full Council:

 Approves the appointment of replacement M & E consultants at an additional 
cost of £50k

 Approves the revised layout of the customer hub at an additional cost of 
£133k

 Approves the implementation of a Programme Board as outlined in the report


