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1. Executive Summary  
 
The Gateway review of Administration, PA Support, Business Support and 
Performance Management (“The Admin Review”) is being undertaken to 
identify whether there are ways in which these “back-office” functions can be 
carried out more efficiently across the organisation. 
 
The project scope was agreed by Committee on 1 July 2010 and the purpose 
of this document is to set out a comprehensive baseline position of the 
current arrangements before moving on to investigate options for 
improvement to be considered by Committee on 18th November. 
 
The key aims of the base-lining stage have been to: 
 

• Clarify the detailed scope of the review by agreeing a definition of the 
job roles covered by the review and to group these roles into “strands” 
of similar activity which it makes sense to review together. See section 
2 of the report. 

 
• Identify the cost and source of the funding for the staff covered by the 

review. See section 3 of the report 
 

• Identify the work location of the staff covered by the review. A fact 
which may be relevant for future options on revised working 
arrangements. See section 4 of the report. 

 
• Analyse the tasks carried out by the staff covered by the review. 

Analysis which may be relevant for future options. See Section 5 of the 
report. 

 
• Agree a set of principles that will be applied to any options which may 

be considered to change the way this work is performed. See section 5 
of the report. 

 
• Carry out research into how other organisations organise their admin 

and business support functions. See section 6 of the report. 
 
• Consider the likely consequences for this review of the current and 

potential changes in the economic and political environment. See 
section 7 of the report. 

 
In overview the baseline work indicates that  

 
461 permanent FTEs work in roles primarily involved in 
Administration, PA support, Business support and Performance 
Management 
 
This represents 12% of the permanent FTEs in the Council (1) 
The total annual salary cost of these staff is £9.1million 
They work in over 30 buildings 

          
         (1) Excluding Xentrall and Schools staff  
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The baseline review does indicate that there are strands of common “back- 
office” support work which take place across the Council and that this work is, 
to some degree, transferrable. Furthermore there are external, technological, 
building and internal changes (from other reviews) which make it timely to 
consider options for delivering these functions more effectively. 

 
2. Scope of the Review / Definitions 
 
The process undertaken during the baseline phase has been to describe a 
comprehensive and shared understanding of administration and support roles 
and then to apply this across the organisation in order to identify the common 
types of work which take place in all Services. This has enabled us to identify 
and group staff according to the type of work they perform rather than by their 
service grouping or department.   This work has taken place across all 
Services excluding Xentrall and Schools based staff. 
 
The review has identified 4 types of activity which can sensibly be grouped 
together and then has identified all staff across the council whose role is 
primarily to carry out one of these functions: 
 

• General Administration 
• Technical Administration 
• PA Support 
• Business Support and Performance Management  

  
The definition for each of these strands in included as Appendix 1  
 
The process for identifying relevant staff was based initially on analysis of 
organisation charts and information from the HR system.  This initial position 
was then checked by heads of service and followed up with discussions and 
challenge and review. 
  
In summary the total number of staff involved in these functions is: 
 

Service General 
Admin 

Technical 
Admin 

PA 
Support 

Business 
Support/ 
Perf. Mgt

Policy Performance and 
Communication 

0 0 1 9.6 
 

CMT and Leader 0 0 4 0 
Democratic Services 0 0 0.7 0 
Adult Operational Services 21.5 16.5 0.5 0 
Adult Strategy 3.1 7.5 0.5 0 
Children and Young People’s 
operational Services 

33.6 47.8 1 0 

Children and Young People’s 
Strategy 

3 25 0.5 0 

Children, Schools and 
Complex Needs 

23.4 45.6 1 0 

Community Protection 0 18.3 1 0 
Culture and Leisure Services 1.3 1 0.5 0 
Customer Services and 14.4 3 0.7 0 
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Taxation 
Direct Services 5.9 12.6 1 0 
Finance and Assets 0 0.5 0.5 0 
Finance, Procurement and Perf. 0 0 0.5 2 
Housing 2.9 15.2 1 0 
Human Resources 3 4 0.7 0 
Legal Services 3.4 1 0.4 0 
Performance – CESC 0 0 0.5 2.3 
Performance and Business 
Services – DNS 

2 1 0.5 9 

Planning 0 9.4 0.8 0 
Regeneration and Economic 
Development 

3.4 12.3 1 0 

Support Services – CESC 12.6 11 0.5 21 
Technical Services 12.7 20.2 0.8 0 
Total permanent FTEs 146.1 251.7 19.6 43.9 

 
Note the numbers in the table are subject to some further checks and may 
change as more detailed discussions are held. 
 
A summary of the grades of the roles covered by the review is set out below: 
 

Grade of Staff 
covered by the 
review 

Total 
No. of 
Staff 

(*) 

General 
Admin 

Technical
Admin 

PA 
Support 

Business 
Support/ 
Perf. Mgt

Grade A 3 3 0  0 
Grade B 4 3 1  0 
Grade C 22 15 7  0 
Grade D 228 84 140  4 
Grade E 102 48 54  0 
Grade F 32 7 24  1 
Grade G 39 10 21 6 2 
Grade H 41 5 13 14 9 
Grade I 12 1 10  1 
Grade J 30 4 13 1 12 
Grade k 7 1 3  3 
Grade L 11 1 3  7 
Grade M 6 3 1  2 
Grade N 2 0 0  2 
Grade O 3 0 0  3 
Grade P 2 0 0  2 
Grade Q 1 0 0  1 
Total 545 185 290 21 49 

 
* This analysis reflects number of posts not FTEs 
 
The review also has a significant impact on four Head of Service posts.  The 
effect on these posts will be considered as part of this review. 
 
(Note: A by-product of the analysis of the HR systems which was carried out 
to identify grades, location and service grouping is the gender analysis of the 



 posts covered by the review  - 91% of the posts are filled by female staff) 
 
It had originally been proposed that the technical administration strand would 
be considered at a later stage of this review (once the findings from the first 
three strands were agreed). However it is now proposed that options for all 4 
strands are considered together. This reflects the overlap between the 
general and technical strands and the likelihood that any revised working 
arrangements may require changes to both groups of staff in which case a 
phased approach would not be helpful. It is also considered that the ongoing 
uncertainty for staff covered by the review can be reduced if the whole review 
is concluded together. 

 
3. Financial Analysis 
 
The full annual salary cost (ie. Including NI and pension) of the staff identified 
as part of the review is summarised below: 
 

Category Total  
Annual Cost  

£ 

Average 
Annual Salary 

£ 
General Admin £2.6 million £18k 
Technical Admin £4.4 million £17.5k 
PA Support £0.5 million £25.5k 
Business Support and Performance 
Management 

£1.6 million £36.5k 

Total £9.1 million £19.8k 
 
Note this analysis excludes temporary posts which are funded by time-limited 
grant funding. 
   
4. Location of staff covered by the review 
 

 

 
 
The staff covered by the review work in over 30 locations. The primary sites 
are summarised below: 
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Location No. of staff 
Municipal Buildings – Stockton 77 
16 Church Road 53 
Bayheath House 39 
Kingsway House – Billingham 24 
Queensway House – Billingham 17 
Children’s Centres 40 
Alma House & Centre 18 
Gloucester House 24 
Stirling House 14 
Cowpen Depot 11 
The Education Centre 20 
Billingham Council Buildings 27 
Tees Valley Music Service 15 
Wessex House 6 
Wrensfield 19 
Tithebarn 25 
The Business Centre 4 
The Security Centre 9 
Bishopton Lane 6 
All Others 97 
Total number of employees 545 

 
The location of staff obviously places a restriction on some of the options 
which may be considered for joint working across services. However 
technological developments will be explored to attempt to address any 
limitations which may be imposed by the geographical location of staff. 
 
The outcome of the Building Asset EIT review will need be taken into account 
when formulating options for future working models.  
 
5. Analysis of type of work  
 
A detailed analysis of the type of work undertaken by the staff within each of 
the 4 strands of activity has been undertaken to assess whether there may be 
any options for increased use of technology and to assess the extent to which 
there is overlap between the work across services and locations. 
 
A summary of the results from the analysis of the general administration roles 
is provided in Appendix 2.   This information will be further investigated during 
the options phase of the review to analyse the results by building and by 
Service area to analyse further the extent of the overlap.  Comparisons will 
also be made with PA functions to assess whether any joint solutions can be 
proposed.  The collation of the analysis of the PA work load is underway and 
will feed into the options phase. 
 
The number of employees involved in business support and performance 
management functions is fewer. Detailed discussions are ongoing with all 
involved to assess the areas of overlap across the organisation. 
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Discussions with Service based staff have indicated that the roles identified 
as technical admin do, by definition, relate to service specific functions.  This 
category includes as an essential element a service/technical knowledge 
which means that it is not transferrable.  Further exploration of the use of 
technology or the application of process improvement methodologies will be 
undertaken during the options for improvement phase. However options 
which look at sharing or pooling of staff beyond Services will not be explored. 

 
6. Review Principles 
 
The Admin review has an impact across the organisation and as a result it 
has been important to get an input from a wide range of staff.  In addition to 
the work being performed by a cross-council team there has been input from 
the Unions, a cross council Advisory Group and EMT.  These groups felt that 
it was important at the baseline stage of the review to agree a set of principles 
which would guide the review and be applied throughout the process.  These 
7 principles have been agreed by the groups listed above and have been 
communicated to staff through KYIT and via the Value for Money area of the 
intranet.  
 

• We all work for the same organisation & as far as practicable we need 
to create a team which is flexible and capable of working in any service 
area to deliver a customer focused service. 

 
• We need to have a consistent approach but also recognise that one 

size doesn’t fit all. There may be good reasons for differences between 
services. 

 
• We must make the most of modern ways of working in a modern 

working environment, We need to consider issues about where, when 
and how we work and be prepared to change how we do things. 

 
• We need to make the most of technology to create efficiencies. 

 
• We need to create a career for people working in admin and business 

support that offers learning and development opportunities. 
 

• We must be open and up-front about the purpose of the review - we do 
need to make savings through greater efficiency.  

 
• We will carry out the review openly, fairly and transparently. 

 
7. Evidence from other organisations 
 
Evidence has been sought from other similar organisations to provide 
additional input at the baseline stage to ensure that we collect all information 
necessary to allow us to properly consider options in the next phase of the 
review.  The research has also enabled the team to ensure that they learn 
from any useful lessons of similar reviews at the earliest possible stage. 
 
The Scrutiny Officer’s research is included in Appendix 3. 
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8. Summary of contextual/environmental factors affecting the review  
 
A primary driver for the comprehensive review of administration obviously 
arises from the Comprehensive Spending Review and the imperative to 
identify all possible efficiency savings. It is understood that it is absolutely 
imperative that we have made all possible “back office” efficiencies before 
considering front line cut to services.  We must ensure that we deliver these 
functions as efficiently as possible. 
 
The comprehensive spending review indirectly impacts this review through 
the reduction in other areas of activity which in turn have an impact on the 
requirement for support services.  The team, in conjunction with Service 
representatives, is attempting as far as possible to assess the likely impact of 
other service changes on administration and support functions. 
 
The impact of the abolition of CAA and the changes to national performance 
regimes and organisations are still at the early stages. However as far as 
possible a judgement as to the medium term impact of these changes is 
being factored into the review. 
 
Technological developments and strategic ICT and documents management 
planning are being considered as part of all options appraisal. 
 
WorkWise developments and the findings of the Building Asset review are 
being closely monitored to ensure that any emerging options are consistent. 
 
All other EIT and service-led reviews are affected by this cross-cutting 
thematic review.  Co-ordination of this review with the other service specific 
reviews is a priority and continual monitoring is underway to ensure that 
options from all reviews are consistent. 
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Appendix 1 
 
 
 

Definition of the 4 strands of activity covered by the review 
 
1. General Administration 
 
Roles where the primary purpose is undertaking one or more of the following 
tasks: 
 

Task Description 
Printing documents and 
publications 

- Printing documents when necessary 
- Sorting printed documents 
- Putting together and distributing handouts and/or 

publications  
Scanning and 
photocopying 

- Photocopying and scanning documents when 
necessary 

- Providing support or training to other colleagues in the 
use of scanning or photocopying equipment.  

Filing and information 
management 

- Maintaining office filing systems including     
computerised filing systems. 

- Recording, monitoring, archiving and retrieving files 
from varied filing systems.   

- Responsible for the destruction of computerised or 
hard files including shredding. 

- Housekeeping of shared files or drives.  
Post and deliveries - Sort post out to be sent to relevant service areas 

- Collect, sort, open and distribute post and parcels. 
- Frank and sort outgoing post and use packing machine 

if necessary. 
- Provide support or training to other colleagues in the 

use of scanning or photocopying equipment.  
- Sort post for agendas for meetings regarding 

councillors and schools 
Faxing - Sending faxes externally or internally when necessary. 

- Distributing and recording incoming faxes. 
Courier Service - Transport documents or goods by vehicle or by hand. 

- Arrange for the transportation of goods. 
Photocopiers - Maintaining photocopiers and keeping in contact with 

suppliers. 
- Measuring and reporting the usage of photocopiers. 

Admin of library and 
resources 

 -    Maintaining internal libraries 

Organising events and 
meetings 

- Making room bookings and catering bookings upon 
request. 

- Advising attendees of meetings and issuing relevant 
papers, documents or maps as necessary to 
accompany the meeting request. 

Petty Cash - Handling and managing petty cash allowing for it to be 
readily available as and when necessary. 

- Maintaining any paperwork associated with petty cash. 
Ordering supplies, - Raising orders and requisitions and querying invoices. 
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services and works - Maintaining GRN 
- Ensuring that the best price is received for each good 

or service. 
Raising invoice 
requisitions 

 -    For outgoing invoices, where people owe the Council 
money. 

 
Collecting and banking 
cash/cheques 

- Handling and managing cash and cheques. 
- Collect, receipt and bank any cash or cheques as 

required. 
Meeting/Conference room 
administration 

- Managing a meeting room diary including accepting 
bookings and arranging equipment and catering in 
accordance with the booking. 

Pool car scheme 
administration 

- Manage and monitor bookings for Pool Car Scheme. 
- Ensure availability and distribution of keys and petrol 

cards were necessary. 
Maintaining inventory - Measuring and replenishing stationery supplies.  

- Maintaining stock lists. 
- Maintaining an asset register 

Health & Safety - Monitoring and maintaining accident or incident 
records 

- Reporting Health and Safety Issues 
- Maintaining and managing a health and safety 

database.  
- Support fire drills and first aid. 

Premises admin - Report repairs and have a certain amount of 
responsibility for office security by maintaining security 
systems and ensuring they are in working order 

- Update noticeboards 
- To organise and assist in office moves 

ID cards - Production of cards and administration of scheme 
First line response to 
queries 

- Responds to enquiries from Members, internal and 
external customers whether in writing, on the 
telephone or face to face (excludes contact centres) 

- Taking messages for other members of staff and 
making a note of the content.  

On-site customer/visitor 
care 

- Reception at remote buildings forms part of other 
duties (ie not a full time receptionist or customer 
Service Officer) 

- Manage and maintain reception area 
- Replenish leaflets and other documents in information 

areas such as notice boards 
Taking minutes - Taking minutes and typing them up and ensuring that 

they are distributed to the appropriate people. 
Typing documents - Typing up letters, reports and presentations as 

requested 
Diary Management - Manage diaries (other peoples/services) both hard and 

electronic. 
- Checking availability 
- Entering appointments and setting reminders 

Arrange engagements, 
travel and accommodation 

- Book places on external conferences for other 
members of staff 

- Book accommodation and travel in relation to 
conference attendance 
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Brought forward - Collating papers and information for activities. 
Managing/supervising 
/monitoring performance 
re the above functions 

- Managing staff 
- Managing supplies 
- Quality systems 
- Monitoring performance 
- Checking invoices relating to above 

 
2. Technical Administration 
 
Roles where the primary purpose is undertaking one or more of the general 
administration tasks above but in addition the role requires specialist knowledge 
of service procedure, policies and systems applications. 
 
3. Business Support & Performance Management  
 
Roles where the primary purpose is undertaking the collection, analysis and/or 
management of information and intelligence to support planning, performance, 
governance and business support processes. 
 
4. PA Support 
 
Roles where the primary purpose is providing business support to Corporate 
Directors and Heads of Service. 
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Appendix 3 
 

Research from other organisations 
 
 

Evidence has been gained from other Local Authorities that have conducted 
similar reviews in relation to back office support, administrative duties and 
support services. This includes information on differing approaches from Local 
Authorities in the region and also from Local Authorities that are similar in size 
and various other measures using ‘CIPFA nearest neighbour’ comparators. 
 
Having researched these areas I noted that Newcastle and Gateshead had 
completed similar reviews. I received documents from Newcastle and conducted 
a site visit to Gateshead and discussed their equivalent of the admin review with 
their head of Organisational Development. Also, using the CIPFA tool, I was also 
able to check on the 15 authorities that are similar to ourselves, I identified that 
Darlington and Wigan councils had conducted similar reviews to ourselves.  
 
Newcastle City Council 
 
Newcastle are currently undertaking a programme of work called the Corporate 
Transformation Programme that attempts to review each service area in order to 
find 25% worth of savings. The aim of the ‘Administration Project’ under this 
programme was to deliver an admin service in an innovative and flexible way 
whilst delivering significant cashable efficiency savings.  
 
The project board and the unions agreed that the review should review the 
effectiveness of the admin function, to provide flexibility across the organisation 
to respond to peaks and troughs in the demand for admin support. The review 
should also allow for career progression, to simplify and standardise admin 
processes. 
 
The project found admin was delivered in a fragmented way across the council 
and its service areas. There was a wide range of job descriptions and grades and 
staff had various roles and responsibilities at different grades. The project 
highlighted that this approach restricted resource planning and work allocation 
across the Council resulting in inefficiencies, inconsistency, and varied levels of 
service provision.  
 
The project proposed a new operating model for admin by pooling clerical and 
secretarial resources into teams of 30, led by a team leader. This was to create a 
standardised, shared and simplified admin function that was more flexible and 
able to meet the demands of services.  
 
The review team was made up of; 

- team leaders 
- design team 
- directorate lead officers 
- project board 
- directorate management teams 
- service managers 
- service users (all directorates/across all levels) 
- trade union reps 
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Certain activities were stopped within admin departments and many of the roles 
were standardised.  
 
New teams were established and team leaders were appointed. Learning and 
development plans were also developed. A corporate approach was designed to 
monitor vacancies and the recruitment and selection process. The project also 
developed NWOW (New Ways of Working) which is an ongoing communication 
to staff, continual communications to staff, staff training on NWOW about service 
improvement opportunities and sustainable efficiency and Lean. 
 
The benefits are as follows; 
 

- Full year savings of £2.3m. Reduced admin headcount – achieved by 
deletion of 111.36 FTEs through voluntary redundancies and vacancies. 

- Responsive and flexible management structures with large spans of 
control – with new teams of thirty led by a team leader.  

- Introduction of a service menu that drives standardisation and 
streamlining.  

- Demand and workload are managed across boundaries. This means that 
resources can be moved where required to cover. This could also be 
classed as development for the member of staff.  

- Efficient work allocation and workflow management that leverages 
capacity and skills.  

 
Lessons learned; 
 

- Identifying the requirements of service areas first and having more service 
user involvement in development of service menu.  

- Introduction of Lean principles should have been made prior to the start of 
the review.  

- Holding team leader training was very effective straight after the review.  
- Noticing the culture change more effectively. 
- The identification of a resource manager within each directorate has been 

useful and has lead to consistency. 
- Effective working relationships with unions has been beneficial.  
- Difficulty lies where the review has quick timescales. For example, there 

was little handover time from those who left on voluntary severance and it 
was difficult to capture their knowledge and experience.  

- Clarity of who was in or out of scope would have been beneficial, as some 
were captured by other reviews.  

- Communications and usage plan should be developed once staff have 
been pooled into teams. 

- Input of admin staff to service menu was useful, but could have been more 
useful earlier.  

- Sending info via email was not the most effective way to encourage new 
ways of working. Support and information could have been done on a 
more personal basis.  

- Produce an action plan and review after 90 days.  
 
Risks going forward 
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- In order for the new model to succeed Newcastle recognise that support 
must continue from service managers with them acting as a role model to 
staff to support new ways of working.  

- Capacity to deliver an admin service with reduced workforce, which has 
been monitored.  

 
Gateshead Council 
 
Initial meeting held with Caroline Patterson, Head of Organisational Development 
at Gateshead Council, 31st August 2010.  
 
Caroline informed that Gateshead are currently conducting a transformation 
programme called ‘Fit For Future’. This programme incorporates back office 
functions, front office functions, trading activity and business process 
improvement. One of these reviews was to review the way they use their admin 
function as part of a wider review including finance, ICT and learning 
development. Gateshead conducted the review in a very similar way to that of 
Newcastle. 
 
Caroline stated that they were very clear on their purpose and stated that it was 
very important that they defined what admin meant and what it meant to the 
authority. Caroline also reiterated the importance of pinning down the budgets 
and resources correctly. This was particularly important in relation to double 
counting staff that may be part of another review.  
 
Caroline stated that the recommendations made from the review were to 
consolidate the service into small teams. This was completed through vacant 
posts and flexible retirement/resignation/redundancy. 
 
Caroline, like Newcastle, also mentioned the importance of incorporating Lean 
principles into the review process and strongly recommended Lean processing 
particularly when mapping out new processes for new teams.  
 
Darlington Borough Council 
 
Telephone conversation with Elaine Taylor, project manager in the Darlington 
Transformation Team.  
 
Elaine stated that the Darlington admin review focussed on PAs and the postal 
system. Initially the review was meant to include general admin and data entry. 
However this was changed as they stated it would be difficult to review individual 
service areas.  
 
In relation to PAs, Elaine stated that there were 24 PAs operating on a 1:1 basis. 
Elaine stated that the main issues surrounded management, standardising job 
descriptions and a culture change in relation to the use and loss of PAs. 
 
In conjunction with job evaluation, the tasks and the job description of PAs were 
evaluated. Firstly the name of the role was standardised to PA and was not used 
in conjunction with any other admin role. The role of the PAs within Darlington 
have now been standardised and in relation to remuneration, all PAs were placed 
on the same paygrade. This obviously streamlined the tasks that were asked of 
PAs and a standardised job description was produced. This had the added 
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advantage that no PA was mutually exclusive to a service area or head of 
service. This meant that a PA could be moved depending on need. Elaine also 
stated that some skills were removed from the post of PA which meant that when 
the jobs went through job evaluation, the pay grade reduced significantly.  
 
In relation to management of PAs, Elaine stated that the management structure 
differed for each individual PA. This meant that there was a lack of clarity and 
supervision. Initially they were going to adopt a PA manager for each of the four 
directorates. However, they now have a system whereby one PA manager 
manages PAs from three directorates and one PA manages the other directorate. 
This streamlined the management structure also.  
 
The outcome for this review meant that Darlington went from 24 PAs to 20 PAs 
which meant that there were efficiency savings from this but also the reduction in 
paygrade. Since the review, Elaine also stated that they have not recruited a PA 
since the review. One of the major difficulties that the review team had to face 
was which senior manager would volunteer to sacrifice the services of PA, to 
share a PA and to have a PA in a different location.  
 
The second part of this review concerned external post. Initially they considered 
centralising the postal services. However, they changed supplier to TNT and 
made efficiency savings of £79,000. The postal budget was also centralised, and 
staff were educated in relation to using second class post as opposed to first 
class.  
 
Wigan Council 
 
The review conducted at Wigan was conducted on a large scale and 
encompassed different support services being financial services, ICT, 
procurement, human resources, and democratic services, with admin services a 
small part of the review. One of the core principles of the review was to create 
‘One Council’ in order to eradicate duplication of effort and resources.  
 
From the outset, the review noted that there were large numbers and a high cost 
area. Roles were often said to be unclear with disparate admin teams spread 
across the council, and an inconsistent allocation of secretarial support. Also, 
there was a lack of integration between personnel and payroll systems. The team 
also felt that unreasonable expectations were placed on admin staff and lacked 
the necessary IT resources.  
 
The review noted that a possible area for improvement was integrated IT 
systems including electronic mail management. Also, it was recognised that 
consistent standards, processes and competencies would make the work of 
admin services more consistent.  
 
The following recommendations were made in relation to admin services through 
this review.  

• To look at secretarial support (PAs) in a separate review, as they noted 
that it was too late in the review to bring in this area, but was something 
that should be looked at.  

• The development of consistent ‘job families’ (pools of staff) to have similar 
standards and competencies.  

• Maximising the utilisation of technology to its full effect. 
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• Necessity to undertake development needs assessments for roles. 
• Implementation of an electronic mail room. 

 
The following were also to be actioned within a certain time period in relation to 
admin services: 
 

• Developing a ‘One Council’ organisational development plan to include 
core competencies for job families/roles; management and leadership 
development programmes; core values training. 

• Develop consistent job descriptions and competencies for general admin 
staff and potentially secretaries/PAs 

• Undertake a detailed business process review of general administrative 
duties to determine future requirements across all areas of the council. 

 
 
Anthony Duffy – Scrutiny Officer 
 


