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PAGE 2 INTRODUCTION

Drawing on qualitative research conducted as part

of the long-term evaluation, this report considers

ten case studies of organisational change. We are

not holding up our ten cases as examples of best

practice or remarkable innovation. Rather we pulled

out these cases, from the 49 that we have so far

tracked as part of this research, because they have

led to change and early signs of improvement. 

The officers and members involved in each of the

reviews would readily confess that while some

things went well, there were other aspects of the

process that could have been better managed. 

The case studies are included here, not then as

practices which should necessarily be emulated,

but as experiences that can be learnt from.

Best Value reviews are designed to improve

performance by asking fundamental questions

about ‘why, how and by whom a service is being

provided’. All of the local authorities described in

this report have asked those fundamental

questions and they are now putting in place

significant reforms which show signs of improving

performance. What do these cases tell us about

the management of change and the delivery of

Best Value? 

Service improvement is one of the key goals of the local government modernisation
agenda. Best Value is central to that endeavour. The 1999 Local Government Act
requires a local authority to put in place ‘arrangements to secure continuous
improvement in the way in which its functions are exercised’. Sometimes continuous
improvement is compatible with existing structures and processes, but sometimes it
requires organisational change.

Background

Service improvement does not always necessitate

organisational change. Local authorities may

manage to improve performance just by making

relatively subtle changes in their structures,

processes or services. The Department’s 2003

circular explains ‘many straightforward

improvements can be made without the need 

for a review’ (ODPM 2003, p.14). At other times,

however, the delivery of continuous improvement

might necessitate an altogether more radical

approach to the reform of existing structures 

and processes.

The Department’s guidance makes it clear that

Best Value reviews should be used at these

critical junctures in the search for performance

improvement (ODPM 2003, p.14). The circular

gives examples of services that are no longer

needed, costs which are significantly out of line

with comparators or opportunities ‘to work with

other authorities to deliver common services’

(ODPM 2003, p.14). As the vernacular has it,

Best Value reviews are designed to deliver 

step change.
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The duty to conduct Best Value reviews was

included in the 1999 Local Government Act for

this reason. Best Value reviews are supposed to

prompt the consideration of radical approaches

to service improvement. Reviews should address

the big questions which do not normally get

asked or answered in day to day management

(Audit Commission 2001, p.21). The four Cs 

of a Best Value review were designed with this

purpose in mind. The 2003 guidance explains

that through reviews authorities should:  

• challenge why, how and by whom a service is

being provided;

• compare their performance with others across

a range of relevant indicators, taking into

account the views of both service users and

potential suppliers;

• consult with local stakeholders as to their

experience of local services and their

aspirations for the future;

• use fair and open competition wherever

necessary as a means of securing efficient and

effective services (ODPM 2003, p.13).

That’s not to say, of course, that every review

should lead to radical change. Having addressed

the four Cs, review teams may judge that service

improvement is best realised through a series of

small adjustments in the existing arrangements

rather than significant organisational change. 

But reviews should at least seriously consider

the case for radical reform. 

Methodology

This report draws on two years of qualitative

research gathered as part of the long-term

evaluation of Best Value. Through that time we

have monitored the implementation and impact

of the regime in a stratified sample of eleven

case study authorities which are broadly

representative of English local government as

defined by type of authority, political control,

population, deprivation and performance (Martin

et al 2003, p.28). 

In two rounds of case study visits we have tracked

Best Value reviews and monitored key changes in

corporate structure, culture and process. In each

visit we pick up two or three reviews. Interviews

and documentary analysis are used to develop

an understanding of the review and the headline

changes included in the improvement plan.

Reviews are then followed in subsequent visits to

monitor the implementation of change proposals.

Tracking activity varies depending upon the

content of the improvement plan. Where the

proposals for change are only very modest,

tracking means little more than a survey of the

authority’s records. Where proposals are more

radical the researchers conduct telephone or

email inquiries and further semi-structured

interviews with relevant managers. 
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Where reviews have been inspected we have

taken the Audit Commission’s prospects for

improvement judgement as an indication of the

quality of a review. Excellent improvement

judgements suggest, inter alia, that the council

has conducted a very good Best Value review,

whereas uncertain or poor judgements are

normally associated with poor reviews. In the

absence of an Audit Commission judgement we

have made our own assessment of the quality of

the Best Value review based on the fulfilment of

the four Cs and the preparation of comprehensive

improvement plans. 

The change code is judged initially on the basis of

the headlines in the improvement plan. Codes can

be adjusted in later years to reflect success or

failure in implementation. Local authorities may

back away from radical reforms as outlined in an

improvement plan, opting to pursue significant or

incremental programmes of reforms in their place.

Conversely modest proposals may over time merit

reclassification of the change code to a more

ambitious category. The performance code is

based, in order of priority, on national or local

indicators, inspection reports or softer interview

data. Although it is too early to give

comprehensive performance information, all of our

case study reviews are recorded, at the time of

writing, as promising performance improvement.

All of our codes (whether applied to the quality of

the review, the scale of change or the effect on

performance) are determined by the researchers

So far we have collected data on 52 reviews. Each tracked review is catalogued electronically under

a common template to allow easy retrieval and analysis. The reviews are coded on the quality of the

original review, the radicalism of proposals for change and the effect on performance (see table 1).

Table 1: Research classifications of Best Value reviews

Category Code and rationale

Conduct of the review Excellent: the review fulfilled all of the four Cs and produced a thorough and ratified
improvement plan (if inspected the service was judged as having excellent prospects of
improvement on the Audit Commission’s schema).
Promising: evidence of three of the four Cs and perhaps some weakness in improvement
planning (promising prospects of improvement according to the Audit Commission).
Poor: only one or two of the four Cs and real deficiencies in improvement planning
(uncertain or poor prospects of improvement according to the Audit Commission).  

Change proposals Radical: reforms in structure, process, culture or service which fundamentally change the
way in which the function is performed. Radical reforms entail upheaval for most of the staff
involved in service provision.
Significant: while not as dramatic as radical change, significant changes mark punctuation
in the development of a particular function. Significant changes in budgets, more staff,
different services etc.
Incremental: does not suggest complete inertia, these reviews still produce improvements
plans likely to lead to some kind of change but the proposals represent relatively small
adjustments in the performance of a function. Change of this order would probably have
happened without a Best Value review.

Performance Improvement
Unchanged
Deterioration

PAGE 4
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responsible for gathering the raw data.

Researchers have to justify their coding formally

in the reporting sheets held on our database and

informally in the discussions and deliberations of

the case study team.

The case studies

The ten case studies described in the next

section were chosen because they were rated by

the researchers as involving significant or radical

programmes of reform which, provisionally at

least, showed signs of improving service delivery.

These are not just paper proposals but real

programmes of reform.

So far, we have categorised 38 of the 52 reviews

we have tracked as leading to significant or

radical change. Of those 38 reviews, some have

only just been completed and so their proposals

for reform exist only on the drawing board of

the improvement plan. In others while

implementation is more advanced we have not

yet been able to detect any obvious effect on

performance. In a small number of reviews,

reform is well advanced but performance

appears at, this stage, to be deteriorating. 

All of our judgements are provisional. The 

long-term evaluation will continue to track

reviews over two more years. Over that time it is

possible that some change programmes will stall

or be withdrawn. Some of the early promise in

terms of performance improvement might not

materialise. As a corollary, it is possible that

some of the reviews graded quite modestly for

change and performance will need to be 

up-graded in later years. Only the quality of

review ranking is guaranteed to stay the same

throughout the research.

The rest of this report falls into two sections. 

The next section is devoted to the ten case

studies while the final section of the report

considers the common themes to emerge from

the ten cases in an interim and inevitably partial

analysis of the role of Best Value in the

management of change.
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Devon: Procuring Property Services in Partnership
‘The same number of staff in-house that were delivering a £17m capital programme are now
managing the delivery of one worth £50m.’

Making the change: Devon property has

reorganised procurement under two new

partnership frameworks involving five

construction partners and four maintenance

partners. The frameworks have massively

reduced the administrative workload of

processing thousands of individual projects. 

Why the need for change: Devon County

Council’s property function was provided by a

small [15 full-time employees] property strategy

group and a large [150 full-time employees]

property practice, a model set up to anticipate

Compulsory Competitive Tendering (CCT). The

practice provided estates management,

architecture, surveying and facilities

management. A number of drivers prompted the

need for change. First and foremost, the old way

of working was ‘administratively overburdened’.

Small maintenance jobs of less than £100 cost

£60-80 to administer. Second, the more than

doubling of the council’s capital programme,

principally in the form of new and refurbished

schools, was going to make much greater

demands of limited staff capacity. Third, the

council needed to make some serious inroads

into the maintenance backlog of its property

portfolio. Fourth, new approaches to

procurement and property management

including Rethinking Construction and Asset

Management Planning, gave clear signals of the

way ahead.

Reviewing the service: In April 2000 the

council established a review team to look at the

way the council managed its property. In total

the team numbered 12 including four elected

members and one external expert from the

private sector. Most of the work though was

done by the leader’s team of five key officers. 

A member of the team recalls: ‘We looked at big

organisations like Boots and Barclays Bank and

learnt about how they were delivering their

programmes of work, how they were managing

their estate and we thought we had something

to learn from them.’ The review took 12 months

to complete and provided a comprehensive

examination of the entire property function and

survey of a wide range of public and private

sector models. It concluded in 42

recommendations for improvement with clear

aims, objectives and ten key performance

indicators. An implementation steering group

chaired by the director of resources was

established following adoption of the report by

the Executive. The Audit Commission judged

Devon Property a fair service with good

prospects for improvement based on the

Improvement Plan. 

Finding the resources: The change has been

financed from trading surpluses, front loaded

investment from the performance plan and

corporate funds.
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Delivering improvement: The construction and

maintenance frameworks have been procured

through OJEC tendering and are coming into full

operation over the next year. While it is still early

days the impact on performance is already

apparent:

• Improved client focus resulting from a call

centre and devolved decision making.

Instead of processing hundreds of orders

each month, maintenance contractors are

empowered to undertake work up to a

certain level while value for money is

ensured through sampled audits.

• Development of new skills like project

management in the capital programme.

‘Since the review we have moved from

being an organisation that provided

professional services 70% in-house and

30% out-house to exactly the opposite . . .

we are actually managing private sector

relationships rather than doing so much

design and detail work.’

• Quicker starts: ‘In construction we were

dealing with around 40 major contractors –

every project was being tendered separately

– now it takes less time to parcel out a

chunk of work and no time is wasted on

lengthy tender preparation for each

individual project.’ 

• Bringing in new resources: ‘We are now

using our contractors’ resources to do more

of the detailed design, getting them involved

in things like value engineering, life cycle

costs and supply chain management. We

have got a number of improvement groups

with our contractors to look at areas where

we think we can improve on design,

sustainability, standard of engineering,

health and safety etc.’

Contact: Mel Atkinson, Head of Property,

Devon County Council.
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Vale Royal: Quicker and Cheaper Procurement
‘Early indications suggest that there is the potential to see a 70% reduction in time and costs incurred
in ordering, processing and paying for supplies.’

Making the change: Vale Royal Borough

Council has put in place a one-stop-shop

e-procurement system with two neighbouring

councils and a private sector partner. The new

system promises economies resulting from

better purchasing power and hugely reduced

transaction costs as the council moves to a

single supplier with consolidated invoicing. 

Why the need for change: During the second

year of the Best Value regime, procurement was

put under the microscope as part of a major

cross-cutting review titled Managing our

Business Efficiently. Whilst a procurement

strategy was in place within the authority, the

procurement function was undertaken

departmentally by officers as an ‘add on’ to

other duties. These devolved procurement

arrangements generated numerous individual

suppliers and a mountain of paperwork. The

baseline position statement identified some

startling facts and figures:

• total suppliers receiving payments - 1,975  

• total number of paper invoices and

transactions processed during year - 28,628

• total value of transactions - £18,213,855

In short, goods and services were being

procured in accordance with the council’s

financial regulations and standing orders but the

council was failing to realise the full benefits

offered by applying a more strategic approach to

the procurement function.

Reviewing the service: Vale Royal had

struggled with the Best Value regime in the first

year. Narrowly defined service reviews which had

largely failed to challenge existing ways of

working were at the receiving end of some pretty

uncomplimentary inspection reports. The council

recognised the need for action and called in the

IDeA to help develop a new Best Value review

process. The Managing our Business Review

was one of two reviews launched in the second

year of the regime to use the council’s new Best

Value toolkit. Scoped as a cross cutting review

embracing all back office functions, the review

provided the opportunity to remodel the

procurement process corporately within the

organisation. One of the review team members

explained ‘because procurement is a council

wide issue, if we hadn’t done it as a big review

we probably would never have got to grips with

it; we would have looked at aspects – like

purchasing in financial services – but not

corporate procurement’.

In order to ascertain best practice, an extensive

research programme was undertaken including:

visits to other authorities; a review of relevant

publications; and analysis of inspection reports

held on the Audit Commission website. Each

stage of the review was challenged by elected

members, stakeholders and external specialists

in a robust process designed to overcome the

‘turkeys voting for Christmas scenario’

encountered in the first year of the regime. From

the research a new framework was established
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which pooled the purchasing power of three

authorities in partnership with a private sector

supplier. The new arrangements are overseen by

an elected member procurement champion, a

strategic manager and a new management

information system.

Finding the resources: The internal changes

have been made on a self-financing basis but

the major e-procurement initiative secured

£300,000 of additional IEG money from the

ODPM.

Delivering improvement: The pilot initiative

was launched at the beginning of June, and

sales had already reached £330,000 on 26th

September, covering 4,088 items:

• Early indications suggest that there is the

potential to see a 70% reduction in time and

costs incurred in ordering, processing and

paying for supplies;

• Major reductions in off contract purchasing

and “maverick” buying are expected;

• The cost effectiveness of the single source

of supply is assured through a price match

guarantee.

Contact: John Jeffrey, Director of

Environment and Sustainability,

Vale Royal Borough Council.
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Huntingdonshire: Reducing Waste 
and Increasing Recycling
A 9,000 household trial of fortnightly collections of recyclable and non-recyclable waste has recorded
a recycling rate of 47% while waste going to landfill has fallen by 25%.

Making the change: In a bid to deliver ‘a step

change in recycling performance’

Huntingdonshire District Council launched a

9,000 household pilot of a fortnightly collection

scheme for recyclable and non-recyclable waste.

Analysis of the pilot indicates the potential of the

scheme to have a dramatic effect on waste

minimisation and recycling. 

Why the need for change: With an increasing

tide of waste arising, higher expectations of

disposal practice and the limited lifespan of

existing landfill facilities, local authorities across

the European Union are focused on the

minimisation, reuse and recycling of waste. In

response to these trends the EU landfill directive,

the UK’s waste strategy and the Cambridgeshire

Joint Municipal Waste Strategy all detail targets

for improved recycling performance.

Cambridgeshire’s recycling target for 2005/6 is

36%, while Huntingdonshire’s own locally set

target is 39% for the same year. 

Historically the council has provided a weekly

black bag collection service to all households

and fortnightly green box scheme for recyclables

to about 90% of the council’s 65,000

households. With a recycling rate standing at

15% (for 2002/3) it was clear that HDC had to

do something dramatic to further improve its

recycling performance.

Reviewing the service: A Best Value review 

of waste management, conducted between

December 2000 and March 2001, proposed that

a pilot be established to test the practicalities of

fortnightly collections of garden waste,

household waste and the extension of the green

box scheme. The chief officer explained ‘we

recognised that we needed to improve the

recycling performance and one of the things we

looked at next was garden waste . . . having put

full costings together, and dismantled a lot of

resistance to wheeled bins, that experiment has

been running since February’. The review was

inspected in 2001 and the service judged good

but unlikely to improve. While the inspectors

were critical of the review, there is little doubt

that it raised the profile of the service in the

council and gave officers the opportunity to

argue for important changes in service delivery. 

Finding the resources: Experience from the

trial confirmed that wheeled bin collections were

slower than expected due mainly to the higher

participation rates being achieved. Officers

calculate that the council will need to find some

£3.2 million capital and that its revenue costs 

will increase by some £620k annually.
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Delivering improvement: The 9,000 household

trial was launched in February 2003. Households

within the trial area have been provided with two

wheelie bins, a grey one for domestic waste, a

green one for garden waste and their normal 55

litre box for dry recyclables. The council

supported the trial with a 0800 helpline and

personal visits to householders where queries

and complaints couldn’t be resolved on the

telephone. The trial has had a dramatic effect on

recycling rates and waste minimisation. A 47%

recycling rate has been achieved by households

in the trial area. This pushed the district wide

recycling rate up to 18.4% from 13.8% in the

first three quarters. Residual waste landfilled from

the trial area fell by 25% compared to April the

previous year. Yields of dry recyclables have

increased three fold with participation in the

green box scheme rising from 62% to nearly

100%.

The garden waste trial has demonstrated that

such a service can make a major contribution to

recycling performance. Introduced concurrently

with a fortnightly collection of residual household

waste it has achieved a significant impact on the

level of recycling and flow of waste to landfill.

The council  is now planning to take the scheme

council wide in 2004.

Contact: Richard Preston, Head of

Environment and Transport,

Huntingdonshire District Council.
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Knowsley: Decentralising Neighbourhood Cleansing
The decentralisation of neighbourhood cleansing has led to improvement in fly tipping response
times, bulky items collection and a 17% improvement in cleanliness. Knowsley is cleaner and greener
than it was.

Making the change: Following  its Best Value

review Knowsley Metropolitan Borough Council

removed the old client-contractor arrangements

and moved to neighbourhood based working

in multi-skilled environmental services teams.

The devolved arrangements have reduced

bureaucracy making for a more responsive and

accountable service. 

Why the need for change: A public

consultation undertaken in Knowsley in early

2000 ranked “reducing litter and pollution” as the

second most important issue to residents. The

cleanliness of the environment was then chosen

as a year one Best Value review. At the time, all

major services within this remit were provided

in-house under contracts awarded through

Compulsory Competitive Tendering (CCT). There

was a formal client contractor split and the

delivery of service was co-ordinated by a

number of departments. Knowsley faces a

number of challenging social and economic

issues and was categorised as the ninth most

deprived area in England and Wales in 1999.

Reviewing the service: Challenge was

provided for by an officer from outside the

contract services department who was

appointed as the review team leader. Public

consultation was principally delivered by the Tidy

Britain Group, also included in the review team,

who interviewed 264 people and conducted five

focus groups. The council consulted elected

members, trade waste customers, the workforce

and trade unions. The review team unpacked the

traditional benchmarking data by investigating

local authorities which had achieved

exceptionally high standards or low costs. An

important piece of research explored the

correlation between social deprivation and

cleanliness. Since these were services subject to

CCT, the council conducted an option appraisal

and resolved to monitor the record of service

improvement. The result of the review was a

challenging improvement plan covering all

aspects of the service. Inspection took place in

2000 with the service being rated good and

likely to improve.

Finding the resources: It was planned that the

majority of the changes would be achieved

through existing budgets. Extra resources have

subsequently been released using the council’s

performance improvement fund.
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Delivering improvement: The new working

arrangements have been put in place in the two

and a half years since the review. The borough

is now divided into 3 areas each with four

neighbourhood service coordinators responsible

for managing their multi-skilled teams,

determining the schedule of work, investigating

enforcement issues and liaising with their

community. Over and above Best Value

Performance Indicator 199 monitoring, an

independent inspection team produces monthly

cleanliness reports based on 120 random site

visits covering all aspects of environmental

maintenance. While offering a five day bulky

items collection promise, the council is taking a

tougher line on fly tippers. Fly tipping response

times have been improved with the introduction

of “inspect and collect” teams that patrol known

hot spots. 

Where possible culprits are identified and

warned in writing. CCTV has allowed the council

to prosecute in some instances. To date the

council reports:

• 17% improvement in cleanliness over the

last eighteen months as measured by the

new performance management system

introduced by the review;

• 40% reduction in fly tipping response times;

• 95% of bulky items are now collected within

five days compared to 20% before the review;

• Councillors relieved that cleanliness issues are

not nearly so prominent in their surgeries! 

Contact: Mike Parker, Performance Manager,

Department of Environmental and

Operational Services, Knowsley

Metropolitan Borough Council.
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Bristol: Re-Engineering Local Tax Collection
‘Since 2000, the service has delivered all of the key changes identified in the service improvement
plan including implementation of a business re-engineering programme, full technology upgrade,
implementation of paperless administration, full service restructure and establishment of cost effective
commercial partnerships.’

Making the change: Bristol City Council’s Local

Taxation service has undergone dramatic change

since its Best Value review in 1998/9. A new

structure of specialised staff working in customer

focused teams has replaced the old generic

working arrangements. Telephone contacts and

personal callers are now dealt with by a

dedicated customer services team and the new

style business operation is supported by external

partnerships providing document image

processing support platforms, recovery services

and temporary staff.

Why the need for change: As one of the pilot

authorities for the Best Value regime, Bristol’s

Local Taxation function was the first group in the

authority to be reviewed in 1998/9 before the

introduction of statutory guidance. With council

tax and business rate collection below average,

high volumes of customer telephone calls

unanswered and excessive costs, there is little

doubt that the service was in need of a makeover.

Reviewing the service: Although the Best

Value regime was still being piloted, the review

team decided the service should be market

tested. As part of this process, managers of the

service prepared a programme of reforms and

cost reductions to be used as a benchmark

against which external bids could be measured.

Comparisons of the bids against the in-house

benchmark revealed that externalisation would

provide no significant advantage for the council

and the Local Tax managers were given the

authority to implement a programme of radical

reforms. An inspection report published in

August 2001 judged Local Tax as a fair service

that will probably improve. A re-inspection report

published in May 2002 determined an enhanced

designation judging the service’s prospects for

improvement as excellent.

Finding the resources: Given the need to 

drive down operational costs to achieve the

programme of budget reductions included in 

the original benchmarking prospectus, the

programme of reform is being delivered within

original budget projections.
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Delivering improvement: Since 2000, the

service has delivered all of the key changes

identified in the service improvement plan

including implementation of a business re-

engineering programme, full technology upgrade,

implementation of paperless administration, full

service restructure and the establishment of cost

effective commercial partnerships. With the

exception of a slight reduction in council tax

performance in 2001/2 during the introduction of

the new technology, performance indicators

demonstrate continuous improvement.

Local Taxation managers have used the

principles of the 4 Cs as the focus for a new

approach to work, encouraging staff to

contribute to change and innovation with positive

results. The Investors in People assessor

commented in December 2001 that

‘reorganisation in Local Tax is being managed in

an exemplary fashion’.

Contact: Sheralynn McCarthy, Local Taxation

Manager, Bristol City Council.

Activity 2000/1 2001/2 2002/3

Council tax collection 94.2% 94.0% 94.4%

Business rate collection 96.3% 97.2% 97.7%

Cost of council tax collection per dwelling at £17.90 £15.95 £14.88
1999 prices

Telephone calls answered 130,000 132,293 187,356
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Derby City: Promoting Learning 
and Access to Jobs
‘As a result of the partnership working established during the review, the services involved are now
working more closely together, not only around the recommendations of the review itself, but also in
other areas.’

Making the change: Derby City Council is

setting up neighbourhood bases and learning

centres in an ambitious attempt to promote

learning and improve employability amongst

post-16 year olds. Early indications suggest that

the pilot is delivering a more integrated service

and promising signs of customer satisfaction. 

Why the need for change: The review wasn’t

prompted by recognised problems of provision.

Rather it was driven by the council’s desire to

address the broader problems of a relatively

deprived community. Derby was ranked as the

48th of 354 councils in terms of income

deprivation. The council’s corporate plan sets

out priorities of ‘improving children’s and young

people’s prospects’ and ‘improving the life

chances of disadvantaged people and

communities’. The review team concluded that

while provision wasn’t bad, they realised they

could do better. The fragmentation of existing

services meant that individuals who needed

information about training opportunities had to

travel around the city as they were passed

between organisations. The services involved in

the review recognised the need to work more

closely together to develop integrated forms of

service delivery. 

Reviewing the service: The council has

developed a programme of cross-cutting reviews

guided by its priorities of regeneration,

community development and education. The aim

of the Promoting Learning and Access to Jobs

review was to investigate the role of post-16

learning in relation to regeneration. Four key

council services were involved: the adult learning

service, the early years and childcare

partnership, the youth service and the library

service. The review team included senior

management from each of these four services

together with external stakeholders. This was

considered crucial to the ownership of the review

and implementation of its recommendations. As

part of Derby’s event based approach to Best

Value reviews, public events – attended by

stakeholders and members of Derby’s citizen

panel – were held at both the scoping and the

options appraisal stages. More than sixty

individuals were invited to each public event

which allowed for consultation with local

interests and the challenge of proposals coming

from the review team. Separate comparison

and challenge events were held with key

stakeholders. Because this was a cross-cutting

review, the ‘compare’ element of the 4Cs was

more difficult to carry out than in a service

review. No other authorities appeared to have

undertaken a similar review, so it was necessary

to compare individual elements through a range

of reviews and authorities. 
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Finding the resources: Most elements of the

improvement plan can be realised through a

reorganisation of existing budgets. The Sinfin

Neighbourhood Base is housed within an

existing library while the Village Learning Store is

located in a former school. There is, however, a

larger issue regarding the premises utilised by

the services involved in the delivery of post-16

services. Many of these are old buildings which

do not necessarily offer the most appropriate

accommodation given present day needs and

cannot always be altered easily to provide

accessibility for all.

Delivering improvement: Alongside a host of

other reforms the improvement plan outlined

proposals for the development of neighbourhood

bases to provide integrated services. The plan

proposed a pilot to test an integrated ‘model of

service delivery for life-long learning and access

to jobs’. To date:

• Sinfin’s Neighbourhood Base and the Village

learning Store in Normanton have both been

launched on a pilot basis; 

• Initial responses indicate increased

customer satisfaction, drop-in sessions for

specific services are being arranged on site

to meet demand for additional information;

• As a result of the partnership working

established during the review, the services

involved are now working more closely

together, not only around the

recommendations of the review itself, but

also in other areas – this will support both

strategic and corporate development in the

longer term; 

• The citizen-centred approach seems more

likely to encourage residents to undertake

training and increase their employability;

• The pilots are already performing well, and it

is intended to roll out the programme over

the next year.

Contact: Lesley Whitney, Assistant Director,

Derby City Education Service.
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Derbyshire: Bringing Older People
into Partnership
‘The older people involved [in the review] are very enthusiastic and feel that they are now being
listened to.’

Making the change: The key change resulting

from this review is the establishment of a new

partnership between older people realised

through a network of village and town forums.

This will lead not only to improved and better

targeted service provision, but also to better

co-ordination of services between providers. 

Why the need for change: The Government

has introduced many policy initiatives for older

people since 1998. These focus on issues such

as health and social care, benefits, housing,

education, employment, leisure and volunteering.

The government has also stated that it intends

to introduce a national strategy for older people,

with a likely timescale of 2006. The aim of the

Better Government for Older People Programme

(of which Derbyshire County Council is a

member) is to improve public services for older

people by meeting their needs, listening to their

views and encouraging and recognising their

contribution. Derbyshire recognised the need for

statutory authorities to reframe their policies and

practices for an ageing population. This entails

not only consultation on existing services, but

greater involvement in policy making for the

future. Services for older people was one of

seven key priorities the council identified as part

of its CPA action planning.

Reviewing the service: The review completed

in June 2003 was citizen-focused, not service-

based. The review aimed to ensure that services

met needs adequately, were targeted

appropriately and that all partners worked

together effectively. It built on the opinions of

older people not only about the matters that are

important to them in terms of services, but also

about the way in which they are seen as older

people in the community. Four conferences,

workshops and ‘dozens of meetings’ were held

with older people to obtain feedback and debate

proposals. The review focused around four main

issues: maximising independence, dignity and

self respect; personal security; health; and

quality of life. 

Further work led to a series of recommendations

based around nine key areas (partnership,

accommodation, information, transport, practical

support, advocacy, safety, health issues and

quality of life/positive image). These

recommendations potentially affect the operation

not only of the council’s services, but also those

of other agencies in the county. 

Finding the resources: The main financial

implication will be in the administration of a

series of older people’s forums to ensure an

ongoing involvement in policy development as

well as providing an opportunity for older people

to comment on existing service provision.

However, this will be spread across various

statutory authorities (county council, district

councils, health agencies etc).
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Delivering improvement: Given that the review

was completed in June 2003, implementation is

at an early stage. However, both the proposals

resulting from the review and the approach

adopted have created great interest. The older

people involved in the review are very

enthusiastic and feel that they are now being

listened to.Some quick wins are already in the

pipeline including a ‘Gold Card’ for subsidised

bus travel and plans for a ‘handy people scheme

to carry out minor repairs to older people’s

homes.’ A series of fora for older people  is

being set up across the county at village and

town level (some are already established, notably

in some of the larger market towns) and these

will feed into district fora and an overarching

county level older people’s forum. The new

arrangements will give a new voice to older

people at local, district, county and even 

national level.

Contact: John Simmons, Deputy Director of

Social Services, Derbyshire County

Council.
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Oxfordshire: Modernising Libraries
‘One member of the team talked about the review as his road to Damascus.’ 

Making the change: Oxfordshire County Council

has restructured its library service under a new

strategic and functional management structure. 

The new structure, combined with some re-

prioritised budgeting, has allowed a thorough

modernisation of the service to make it more

focused on customers and more responsive to 

the Council’s corporate objectives.

Why the need for change: The library service in

Oxfordshire was split over three library districts and

43 static and seven mobile libraries. Somewhat

lacking in strategic management and with budgets

squeezed by higher political priorities, although

there were pockets of good practice and

innovation, the service lacked the capacity to

realise the same high standards across the county.

While there was an annual user survey, its findings

reflected a sample of regular and largely satisfied

library users. With few robust measures of

performance, officers recognised that before the

review, they had never really conducted an

objective appraisal of the service. With central

government publications – Libraries for All and

Comprehensive, Efficient and Modern Public

Libraries – setting high standards this was the time

for just such an appraisal. Best Value Performance

Indicators (BVPIs) and Department of Culture,

Media and Sport (DCMS) indicators suggested that

while performance was declining nationally, it was

falling even faster in Oxfordshire. The review

identified that having failed to keep pace with

greater cultural changes Oxfordshire’s libraries had

‘lost their central place in people’s lives’.

Reviewing the service: Oxfordshire conducted

an extensive review of both the strategy and

operations of its library service between April

2001 to May 2002. To ensure the necessary

challenge of its operations, the core review team

included service and non-service officers, an

elected member, an officer from another council

and an independent consultant acting as a

critical friend. The key challenge was to ensure a

corporately managed, customer focused service

capable of delivering real improvements across

the whole county. Together with a survey of

the council’s citizen panel, the review team

consulted active library users, lapsed users and

non-users through nine focus groups facilitated

by external consultants. The team compared

Oxfordshire’s performance against a number of

benchmarks including DCMS Public Library

Standards and a batch of top quartile

performers.  The Audit Commission considered it

‘very brave’ to attempt such a ‘root and branch’

whole service review. The inspectors visited the

council in July 2002 but finding the service in the

midst of managerial transition they returned in

October 2002. Their report published in

November 2002 declared the service fair, with

promising prospects of improvement. 
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Finding the resources: Efficiencies identified

through the review were used to bolster the new

book fund and deliver the new IT systems two

years ahead of schedule. The review determined

that any additional resources should be

prioritised on the restoration and expansion of

opening hours. The council has since made

funds available for this purpose.

Delivering improvement: New management

arrangements were put in place in 2002. Under

the new structure assistant county librarians

have portfolios covering performance and

development, information and lifelong learning

and operations. At the corporate level the library

service is now part of a new learning and culture

directorate. Operationally, the new IT system

being introduced across the whole service,

should make for more efficient operation, better

customer service and improved performance

management. These changes are already

impacting on performance:

• There is a recognition across the service

that change and improvement are vital and

that the Best Value plan provides the best

way forward;

• Improvements have been made in the

selection and supply of new books;

• Opening hours have been increased in the

11 largest libraries;

• Visitor, inquiry and issue figures are all

increasing with the increase in book issues

for 2002/3 the first in many years.

Contact: Rex Harris, Assistant County

Librarian, Oxfordshire County Council.
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Manchester: Bespoke Sports Development 
‘The need to address cross-cutting issues and deliver social inclusion are the guiding threads of the
new service which has been operating since April 2003.’

Making the change: Manchester City Council

has developed a new sports delivery model

which involves working with different partners in

different places to target the greatest local

needs. The new model allows the council to

address cross-cutting issues related to crime,

health, race or other issues. 

Why the need for change: The review focused

on four functions: community sports

development, sport specific development,

Manchester leisure sports development centre

and the school swimming programme. Although

comparison work suggested that Manchester

was performing well, four key issues emerged

from the review. First, community sport

development needed to widen its brief to tackle

issues such as health and crime and disorder.

Second, all of the services needed to do even

more to encompass all sectors of the community

including women and girls, people with

disabilities, older people and ethnic minority

groups. Third, more needed to be done to allow

for community access to council and school

sporting facilities. Finally, although Manchester

sports development already had a good record

in partnership working, the review recommended

that capacity could be further increased by the

extension of partnership work.  

Reviewing the service: The review conducted

in 2001 considered all of the four Cs.

Comparison was made with: local authorities

from the core cities group; those holding Beacon

status for regeneration; an authority with a very

strong record in partnership work; and finally

with an authority delivering sports development

through a free standing Trust. The review

team consulted users, schools, non-users,

stakeholders and community groups.

Consultants were commissioned to conduct a

survey of all year 9 pupils attending schools in

Manchester. External experts, users and schools

were then invited to dedicated workshops

designed to challenge the service and the review

team’s findings. Finally, an option appraisal was

conducted for each of the four functions under

review. In the case of community sports

development and sport specific development,

the review team concluded that the strategic

interests of the council, combined with the

absence of an established private market, made

it necessary for these functions to be performed

by the local authority. The review concluded,

however, that there would be benefits in

conducting a market testing exercise for the

leisure sports development centre and school

swimming programme.

Finding the resources: With limited council

budgets, the sports development service has

had to re-order its priorities and seek external

funds through partnership working. 
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Delivering improvement: An emphasis on

partnership working and external funding has

allowed the sports development team to deliver

improvement in all of the key areas identified by

the review:

• On health, New Opportunities Funding has

resourced the delivery of a city wide out-of-

school sports and activity programme,

which is currently accessed by 95 primary

schools and 14 special schools. The

scheme is targeted at those children who

do not normally take part in sport, and

1,500 children are now involved.

• On crime, Sports Development secured

resources from the Neighbourhood Renewal

Fund (NRF) and the Home Office’s Positive

Futures programme to help more than 40

young people get involved in individual

sporting activities. Seven city wide projects

have been set up, currently involving more

than 200 people in various sporting and

leisure activities.

• On equity, NRF funding has allowed the

appointment of a development officer to

help promote football amongst refugees 

and asylum seekers. So far, three soccer

schools have 120 refugee community

children participating. The city wide special

needs Passport to Sport programme has 

22 schemes delivered at special schools

and eight sessions delivered at focal leisure

centres. 600 children participate each week.

• On access, sports development is 

currently working with the LEA to establish 

a sports alliance; one of its purposes will 

be to improve community access to 

school facilities.

Contact: Tony Caniffe, Principal Sports

Development Manager,

Manchester City Council.
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Westminster: Improving Disability Services
‘The challenge days were facilitated by external consultants, both of whom had experience 
of disability services and were disabled themselves.’

Making the change: Westminster City Council

has put in place a number of changes to its

disability services designed to mainstream

disability issues and improve individual and

collective advocacy in policy making and 

service provision. 

Why the need for change: With the exception

of assessment and care management, nearly all

of Westminster’s disability services have been

contracted out over preceding years. A number

of these contracts were due for renewal so the

council seized the opportunity to conduct a

comprehensive review of disability services to

under 65s. Although overall these were good

services there were a number of problems. First,

many services were based on a traditional

‘medical model’ of disability where the council

sought to equip clients for a disability unfriendly

world. The council needed to mainstream

disability issues so that all of its services could

be appropriately accessed by service users.

Second, with contracts let to a number of

different service providers there was some

fragmentation and a lack of communication

between providers. Third, Westminster was in

the group of poor performing authorities for its

equipment and minor adaptations service which

was delivering 78% of items within three weeks

in 2000/1. Fourth, more needed to be done to

facilitate the development of a user influence in

service delivery. And finally, there was a danger

that prices in residential and nursing care would

rise because of the number of local authorities 

in London competing for scarce places. 

Reviewing the service: External challenge was

addressed via two challenge fora, each involving

key stakeholders of the services under review. 

In terms of consultation a sample of users from

all services were identified and approached

through public meetings, face-to-face interviews

and questionnaires. Comparison focused on the

inner London CIPFA group and all relevant

national indicators. All of the services reviewed

are competitively tendered.

Finding the resources: Focused on getting

better value from existing resources, the disability

team has made all of the changes within existing

budgets.
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Delivering improvement: The review put

together an extensive action and improvement

plan to address the key issues:

• Adjustment to the social model of disability

is being progressed on a number of fronts.

Improved working relationships between

council departments have allowed the

disability team to mainstream disability

considerations. By developing the day care

centre towards the ‘one stop shop’ model,

the council is rebalancing the focus of its

activities away from the provision of services

towards the enablement of independent

living.

• Basing more of the contractors and other

service providers at the day care centre has

the twin benefits of reducing fragmentation

and raising contractor awareness of the

bigger picture. 

• Advocacy is being improved individually

through changes to the assessment

process, collectively through better links

with Westminster Action on Disability and

the Carers Network Westminster, both of

which are represented on the Physical

Disability and Sensory Impairment

Partnership Group. The channelling of user

perspectives into the policy process has

been improved by recruiting users, rather

than just user groups, to join the

partnership.

• The poor performance on equipment and

adaptations has been turned around

through reformed processes and the

injection of additional resources. The council

is now achieving 87.2% of delivery within

three weeks and is well on the way to

achieving the new seven-day target. 

• A pan-London contract, which is being

discussed with other authorities, will

streamline the spot contracting process for

residential and nursing care. The contract will

set out clear quality standards and an agreed

upper price limit for care in each home.

Contact: Hugh Cole, Service Manager

Disability and HIV, Westminster

City Council.



PAGE 26 COMMON THEMES

COMMON THEMES

What do these episodes of change tell us? First,

it is worth repeating our health warning: this is

only the mid-point of the study. We will look at

many more reviews and we will further track the

implementation of these changes. It remains

possible that some of the reform programmes

we have described may stall, or that they will not

live up to their early promise. Other programmes

may emerge over time as being more significant,

both in terms of change and performance

improvement, than we first judged.

Firm conclusions about the link between

organisational change and performance

improvement are particularly difficult. While there

is evidence in all of the cases described in this

report that change is leading to service

improvement, our findings are provisional.

Table 2: Summary of the ten case studies

Case Review Review code Type of change Scale of Competition?
date (AC Audit change

Commission; R according to
researcher) researchers

1. Property in Devon 2000/1 Promising (AC) Partnership and Radical Yes

process re-engineering

2. Procurement in Vale Royal 2001/2 Excellent (R) Partnership and Radical Yes

process re-engineering

3. Recycling in 2000/1 Unlikely (AC) Service redefinition Significant No

Huntingdonshire

4. Cleaner and Greener in 2000/1 Promising (AC) Neighbourhood delivery Significant No

Knowsley and service integration

5. Local Tax in Bristol 1998/9 Promising (AC) Process re-engineering Radical Yes

and partnership

6. Promoting Learning and 2002/3 Promising (R) Neighbourhood delivery Significant No

Access to jobs in Derby City and service integration

7. Older People in Derbyshire 2002/3 Promising (R) Partnership Significant No

8. Libraries in Oxfordshire 2001/2 Promising (AC) Management Significant No

re-structuring

9. Sports Development in 2001/2 Promising (R) Service redefinition and Significant No

Manchester neighbourhood delivery

10. Disability services in 2001/2 Excellent (R) Partnership and process Significant Yes

Westminster re-engineering
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These reservations aside, Best Value reviews are

designed to prompt fundamental reappraisals of

service delivery. The ten reviews we have looked

at – summarised in table 2 – appear to have met

this brief, so what do they tell us about the

management of change?

1. Good reviews lead to change. Across all

of the reviews we have tracked there is an

association between the quality of Best Value

review and the generation of proposals for

change. While 42% of the poor reviews

coincided with significant or radical change, 81%

of promising and 88% of excellent reviews

demonstrated this association. Good reviews, it

would seem, are more likely to generate change

proposals than are poorly done reviews. Given

that doing a review well involves comparison,

consultation, challenge and competition this isn’t

too surprising. It is a finding, however, that

should dispel fears that Best Value reviews are a

waste of time. They’re not if they’re done well. 

Table 3 reports the coding for the 52 reviews

tracked to date. The columns across the top

record the codes for the quality of the review

from poor, through promising to excellent. The

rows report the change codes from incremental

to radical. Along the top row, 14 of our reviews

are coded as associated with only incremental

change. Of the 14 reviews with an incremental

code, seven emerged from poor reviews, six

from promising and one from an excellent review.

Table 3: The relationship between the quality of the review and proposals for change

Quality of Best Value review

Poor Promising Excellent

Total 12 32 8

14

24

14

52

Incremental

Significant

Radical

7

3

2

6

17

9

1

4

3

Total

Degree of change



Although our case study authorities were

selected to be broadly representative, it would

be unwise to extrapolate from our sample to the

wider population. Our case study authorities

were keen to draw our attention to their

successes rather than their failures and so there

is likely to be a bias towards successful reviews

in our sample. Although the overall figures need

to be treated with caution, we have no reason to

doubt the association between the quality of

reviews and scale of change.

As the table makes clear, good reviews are not

always associated with significant or radical

change nor are poor reviews always associated

with incrementalism. The Audit Commission

rated Huntingdonshire’s review of waste

management service as unlikely to improve but,

as our case study describes, the council has

embarked on ambitious plans to improve its

record on recycling and waste minimisation.

Huntingdonshire’s review, while weak in its

consideration of the four Cs, was nonetheless a

key driver of change. Conversely we were unable

to detect significant change proposals in one

review rated by Audit Commission as having

excellent prospects for improvement. It may be

that for this service, improvement is best

advanced through relatively subtle changes in

structure and process.

2. Inspection empowers the Best Value

regime. Part of the explanation of why poor

reviews can still be drivers of change might lie in

the effect of inspection: our cases suggest that

inspection builds commitment for change.

It does this by adding weight to improvement

plans and raising the stakes of inaction.

Something of Best Value’s capacity to prompt

change is tied up with external interest provided

by inspection. Without the prospect or possibility

of inspection, Best Value reviews have a lower

profile and correspondingly less weight in the

internal politics of organisational change. 

In a number of our cases, officers won support

from senior officers and members because of

the prospect, or consequence, of an inspection.

The inspection effect is magnified by

reinspection. Bristol’s reform of its local tax

operation was catalysed by the return of the

inspectors a year after their first visit. 

3. Reform isn’t rocket science. The ‘type of

change’ column in table 2 identifies four main

types of change to emerge from our sample

reviews: partnership, service redefinition, process

re-engineering, centralisation and

decentralisation to neighbourhood delivery. Of

course, in reality, most reforms draw on a mix of

change strategies, so a partnership type reform

might contain elements of process re-

engineering and so on. But the main options for

reform are not as boundless as some lengthy

and unstructured reviews would suggest.

Partnership type reforms describe new types of

relationship with external groups or

organisations. Both Devon and Vale Royal have

sought to modernise their procurement functions

by entering into partnership arrangements.

Derbyshire is in the process of establishing a

new partnership with older people in the county.

Westminster is also seeking more partnership

working, firstly between service users and the

council to improve individual and group

advocacy, and secondly between outsourced

contractors to realise service integration.

Two of our authorities have sought improvement

through change in, or redefinition of, the service

they are providing. In Huntingdonshire this

means moving away from weekly to fortnightly

waste collections. In Manchester service change

has meant an attempt to refocus its sports

development activity away from traditional

venues and activities to previously excluded

groups and places.

Oxfordshire has restructured the management of
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its library service from district to functional lines

in a bid to focus on changing customer

requirements. By contrast Knowsley and Derby

City have sought to increase responsiveness

and integration through decentralisation to

neighbourhood delivery. Finally, Bristol’s local tax

operation has changed the way that it is

providing the service through process re-

engineering. A series of changes focused on the

introduction of new technology and new patterns

of work are designed to reduce costs and

improve performance.

4. Much of the impetus for change comes

from challenge, comparison and

consultation rather than competition. All of

the reviews described involved a hefty degree of

comparison as officers sought to find out how

other organisations solved problems or provided

services. Competition was an important part of

the story in four of the cases. This finding is

consistent with the survey findings of the long-

term evaluation which has suggested a lack of

enthusiasm for the use of competition (Martin et

al 2003). Competition’s relatively low profile also

reflects the fact that whereas consultation,

comparison and challenge are research

functions, competition in the fullest sense of the

word suggests the implementation of a reform

programme. Devon’s property review for

example, only properly fulfilled its test of

competitiveness when it advertised its contracts

through the OJEC procedure whereas

Westminster has maintained its commitment to

outsourced disability services.

Consultation, while a prominent feature of nearly

all of the cases does not always appear to lend

itself to the generation of radical reform

proposals. Consultees may have only a fleeting

awareness of the issues surrounding

organisational change and perhaps even an

instinctive desire to preserve the status quo.

While services should talk to key stakeholders, 

it is not clear that managers can rely on

consultation to provide either the ideas or

impetus for organisational change.

5. Best Value works best in alliance with

other drivers of change. Best Value was a key

driver of change in all of our ten case studies. In

every case, officers maintained that reforms

would not have happened, or they wouldn’t have

happened in anything like the same way without

the presence of the Best Value regime. That is

not to say however that Best Value is the only

driver of change. Each review has its own

context in terms of other programmes and

initiatives which are important. 

Derbyshire’s review of older people in the

community was driven as much by the Better

Government for Older People Programme as it

was by the 1999 Local Government Act.

Similarly the establishment of Vale Royal’s

procurement partnership is as much a story

about e-government and purchasing consortia

as it is about Best Value. Rather than being the

only driver of change, Best Value seems to work

best as a catalyst providing a framework for

deliberation. For both Derbyshire and Vale Royal,

other programmes and change agendas

provided the context and impetus to search for

step change in the Best Value review. It follows

that it is difficult to generate change proposals

when reviews genuinely start with a blank sheet

of paper. In the absence of an agenda for

change the four Cs are likely to produce a soup

of conflicting imperatives. Change management

is less about the inspiration of coming up with an

idea than the perspiration of selling the idea to

other stakeholders, and adjusting practicalities to

make it fit the circumstances.

6. Change takes time and money. The

introduction of change takes a lot of time and

resources. The cases described in this report are

long stories sometimes dating back to reviews



conducted two or more years ago. The Bristol

case study provides the clearest evidence of

performance improvement, although its Best

Value review was conducted before the

introduction of the statutory regime when the

council was a Best Value pilot.

Delays are often explained by a cautious

approach to the introduction of change. A

number of the authorities have introduced

reforms only on a pilot basis in the first instance.

Although frustrating, some of the other reviews

we have tracked indicate that rushed reforms

can lead to the deterioration of performance. The

production of an improvement plan is just the

start. Organisational change needs proper

project management embracing risk

assessment, leadership and control. Best Value

reviews should then be succeeded by

implementation teams which take the ideas

developed in the review and make them a reality.  

7. Leadership counts. Review leadership

seems a particularly important determinant of

change. In a number of our authorities, senior

project leaders emerged who had a reputation

for doing Best Value well and driving change.

These individuals were often, although not

always, independent of the service in question

and they chose either formally or informally to

work with a small group of other officers.

Irrespective of the official membership of the

review team, the real work of identifying and then

selling change proposals was performed by

relatively small groups of officers who were

committed to a change agenda. By contrast,

poor reviews, which have not led to tangible

proposals for change, suffered from weak

leadership, a lack of ownership and no

galvanising change agenda. In these

circumstances reviews were often perceived as

exercises in bureaucratic compliance.

8. Best Value needs realistic member

involvement. Very few of the reviews we have

considered as part of this evaluation have been

conducted quickly or easily. Almost all have

made great demands of those embroiled in

them. It is hardly surprising then that there is

evidence that members seem detached from the

Best Value regime and reluctant to get involved

in reviews (Ashworth et al 2003). Reviews

conducted without elected member ownership

often fail, however, to translate plans for

improvement into programmes of reform. 

Some of the best reviews we have looked at

have emerged from processes which see the

review reported to key elected members at

critical points in its development. In such a way

members can maintain control and some

ownership of the process without having to

attend hours of apparently fruitless meetings.

9. Scoping matters. If review teams are going

to consider, let alone recommend, radical

proposals for change they must be supported in

this endeavour by chief officers and senior

members. All the reviews described in this report

were authorised to consider radical reforms. We

have heard, however, of review leaders being

told not to ask too many awkward questions,

and of cultures inimical to the very idea of a Best

Value review. One of the central expressions of

the level of support for the regime is seen in the

scoping of reviews (Martin 2002). Narrowly

scoped reviews hemmed in by other reviews or

awaiting other decisions, are destined to make

only modest proposals for change. While

cross-cutting reviews can easily bite off more

than they can chew, broadly scoped reviews

have the potential to engage with senior officers

and members in a way that narrowly scoped

reviews are unlikely to.
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10. A corporate approach is key. While the

last three success factors – post review project

management, member involvement and scoping

– can vary between reviews conducted in the

same authority, our tracking of reviews suggests

that some authorities are consistently better than

others at putting these ingredients together.

Some authorities are better at picking review

leaders, getting members involved, scoping their

reviews and turning paper proposals into reality. 

Rather than being serially lucky, it would seem

that the authorities which are good at Best Value

have good corporate Best Value processes. 

The reviews established in these authorities have

a flying start because they are scoped to search

for step change, have good mechanisms for

member involvement and the backing of senior

managers and members. 

This corporate effect is palpable in authorities

like Vale Royal which, following early

disappointment with the regime,

comprehensively rethought their approach to

Best Value.
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Following the reorganisation of the Government in May 2002, the responsibilities of the former Department of Transport, 
Local Government and the Regions (DTLR) in this area were transferred to the Office of the Deputy Prime Minister.
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