
Summary
A Service Excellence Programme of Lean Consultancy and
Training was used to analyse the current production of
‘Planning Minutes’ within Worcestershire’s Democratic Services.

A cross-functional team made up of  members from across
Democratic Services and including the MIM (Making
Information Manageable), Administration and Web teams got
together to identify and implement improvements and address
current areas of concern.  Each team member received an
NVQ Level 2 in Business Improvement Techniques (BIT) which
will enable them to continually analyse and improve the
processes involved and to share good practice across
Democratic Services and with other departments.

Project Background
The first steps in kicking off the project was a Productivity
Needs Analysis (PNA) which identified key areas of opportunity
and the gathering of information to measure the impact of
training and improvement activities.

The planning and delivery of minutes within  Worcestershire’s
Democratic Services was highlighted as a good area to
improve and an in-depth analysis was carried out with the aim
of identifying and improving problem areas.  A Service
Excellence Needs Analysis (SENA) was carried out to outline
the processes involved and to map the activities which enabled
the team to see the waste (unnecessary processes) at each
stage.

Worcestershire County Council carry out a Service
Excellence Programme within Democratic Services
to improve the production of ‘Planning Committee’
minutes
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Objectives
The key deliverables for this project included:

■ Reduction in the time taken to produce minutes
■ Retention and integrity of the document throughout
■ Reduction in repetition and travel time
■ Creation of an environment and skill-set within the team to 

allow improvements to the current processes and release 
and reallocate capacity where necessary

■ Reduction in paper-based documents
■ Documented and streamlined process in preparation 

for investment in an IT system
■ Demonstrable efficiencies which do not require approval
■ Improve productive time and create a waste free process

Role of the West Midlands Regional
Improvement & Efficiency
Partnership
One of the roles of the Business Process Improvement (BPI)
Programme is to facilitate training for West Midlands authorities
that will integrate learning in Lean Business Improvement
Techniques (BIT) while giving  participants an NVQ level 2
qualification for their own personal and organisational
development.  

Benefits
■ A simplified and improved process for the preparation of 

planning minutes was developed allowing for a reduction in 
the number of steps, process time and cost

■ The proposed new process was formally documented 
and recorded for use in ongoing process improvement 
activities

■ Particular focus was placed on changing some of the 
process to allow it to be performed electronically

■ The improvements to the quality of service included a 
reduction in the process lead time of 1,680 minutes 
or 4 days – this is a 20% reduction in customer lead time!

■ Increasing the visibility of the process resulted in a reduction
in delays for drafting and approving ‘Planning Minutes’.  In 
2006/07 78% of minutes were produced within the 14 day 
target.  For the first two quarters of 2007/08 this has risen 
to100%.  Further improvements hope to reduce this 
further to improve customer service in terms of reduced 
lead time.

■ Total annual cost saving achieved to date is £1,500 which 
will be multiplied many times over when the improvements 
are also applied across the production of agendas’, action 
plans and minutes for all areas within Democratic Services. 
Potential total savings in the production of minutes alone 
within Democratic Services are estimated to be £28,500 
per year. Further opportunity exists for the production of 
action plans, agendas and other documents throughout 
Democratic Services and the rest of the Council.

■ The improvements resulted in a motivated and enthusiastic 
team with an increase in quality of work and a reduction in 
lead time for customers.

Critical Success Factors and
Lessons Learned 
The team now has the knowledge and necessary skills to con-
tinually improve their activities and to share their knowledge
across the authority.  During the training a detailed action plan
was developed to ensure all identified improvements were
realised on an ongoing basis and that measurement
methodologies are used to assess the benefits of each
improvement.  Under investigation at the moment is the
purchase of a new electronic document management system
to produce and manage all of Worcestershire’s agendas, action
plans and minutes and this training has delivered real insight
into the capabilities a new system will need to do this.

Transferability
The team now has a documented baseline process map and a
list of potential further changes they could make for further
improvements in the production of all documents across
Democratic Services including the possibility of eliminating the
requirement for specific documents.

The learning from this project can be transferred to many other
service areas that produce minutes and agendas and each
team member is willing to champion the techniques and skills
they gained from this training into other areas of their work.
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For further information and to sign up for
training please contact

Company: NA Consultants
Tel: 0191 516 6690
Email: info@na-consultants.co.uk
Website: www.na-c.co.uk

NAC Group, The Business and Innovation Centre,
Anderson House, Enterprise Park East, Sunderland,
Tyne and Wear, SR5 2TJ

Tel: 0191 516 6690 Fax: 0191 516 6691
Email: info@na-c.co.uk Web: www.na-c.co.ukTel: 0191 516 6690

Email: info@na-c.co.uk
Web: www.na-c.co.uk
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