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Lean not Mean   
�

people who perform, principles that deliver 

Lean allows you to focus on Customer value, reduce waste and create innovative solutions  
�
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���� The local government landscape has changed for good  

The financial savings required to meet the Comprehensive Spending Review will change the face of the 
public sector for good. We need not only improve efficiency but establish radical new ways of meeting 
need and deliver much of this in 2011/12. Traditional approaches are unlikely to deliver the required level 
of short-term cashable efficiencies in a sustainable way and run the risk of creating downward spirals of 
despair within your workforce. This is now the time for local government to truly embrace the potential of 
lean systems thinking. 

Delivering sustainable and cashable efficiency - fa st 
Lean is about doing the right activities, in the right place, at the right time, in the right quantities while 
minimising non value adding work. Lean is more than a set of tools, it is a problem solving mindset that 
helps organisations embrace flexibility and to change and embed continuous improvement. Used 
properly, lean systems thinking provides a framework that engages staff to make effective decisions 
regarding finite resources and helps align services with the needs of customers and communities. This 
means that lean allows you to align your internal efficiency drivers with what your customers and 
communities truly value. 
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Bridgend County Borough Council – Work Wise Project  

Client Recommendation  - "CPC understood our business very quickly. 
They were able to speak the language necessary to get members of my 
team on board - reassuring them that they had the quality of the service 
in mind just as much as the costs. CPC enthused the team members 
who were directly involved in the project - I have seen them grow in 
confidence and ability in all areas of their work. CPC ensured they 
understood the value stream mapping until they were able to progress 
the work effectively on their own. What we have got out of the project is 
pretty impressive - all sustainable change. It also ensured changes 
were introduced in a systematic way and benefits fully.”�
 

Mary-Anne Cosgrove, Children’s Services Manager  
Royal Borough of Windsor and ����Maidenhead ����

����
 

����

Our tried and tested methodology 
delivers sustainable cashable savings 
Like all consultancies we have a well tested approach 
to delivering lean service reviews – be they individual 
service, whole pathway or whole systems reviews. 
What is different is our approach: 
 
·  We adopt a holistic approach to lean and don’t 

just focus on process redesign 

·  We have a flexible range of tools and techniques 
that we use with clients as required. These include 
lean classics such as 5S, lean service concepts 
including value demand but also wider 
organisational leadership, design and culture tools 

·  We work as an embedded part of your team, 
transferring skills, experience and confidence 
enabling your lean team to become self sufficient 

·  We have a real focus on capturing the cashable 
efficiencies released through our work. This is 
supported by a cost benefit model that allows us 
to capture a robust baseline and monitor and 
manage benefits 
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Our approach to lean is applicable for large scale transformation and business improvement projects or to single 
service reviews and we can complete a full review with quick win implementation with a 4-6 month time period – 
ensuring you realise savings quickly. 
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�
Service area  Project outline and description  Skill sets utilised  Customer satisfaction (benefits) 

and efficiencies realised 
Council Tax  and Housing Benefits  
Bridgend County 
Borough Council 

We are working to review and deliver better ways of 
working for Bridgend’s Highways services, Pupil 
Services and Revenues and Benefits.  
 
The project involves identifying efficiencies with the 
identified services (engaging with staff and external 
stakeholders to assess how services are provided, and 
working alongside staff, using our Systems Thinking 
tools and techniques to achieve efficiency 
improvements and quantifiable savings).  
 
CPC are working alongside staff and senior 
management across Bridgend to implement these 
improved processes and transfer skills and 
experience. The objective is not just to achieve 
efficiencies, but to work towards a culture of 
continuous improvement within the Council.  

�  Lean/Systems Thinking 
�  Highways/Pupil 

Services/Revenues and 
Benefits specialism 

�  Knowledge Transfer 
�  Project management 

skills 
�  Training 
�  Customer engagement 
�  Staff/stakeholder 

engagement 
 

Project is within the re-design phase, 
using single piece flow, value demand, 
waste elimination and Kano analysis 
as the keys to service redesign. 
 
We anticipate that the first cut of the 
cost benefit model and cashable 
efficiencies will be available from mid 
March 2011. 
 

Council Tax and Housing Benefits  

Ashford Borough 
Council 

Full service review of the Revenues (Council Tax, 
NNDR and Miscellaneous Income) and Benefits 
service, with a view to eliminating waste, maximising 
income and streamlining processes.  
 
The output from the review was a new set of lean 
processes, which resulted in much improved 
performance levels (performance against BVPIs) and 
an improved benefit subsidy award (£50K)  

�  Lean skills 
�  Council Tax & Benefits 

expertise 
�  Project management 

skills 
�  Specialist financial skills 

(HB subsidy) 
 

Identified over £50K in under-claimed 
HB subsidy 

Provided new processes, improving 
the BVPIs by 15% 

Recommended new ways of 
maximising local taxation collection – 
resulting in improved collection rates 
of over 0.5% for Council Tax and 
0.25% for NNDR 
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Service area  Project outline and description  Skill sets utilised  Customer satisfaction (benefits) 
and efficiencies realised 

Copeland Borough 
Council 

The service was close to government intervention, as 
a poor performer, and underwent a major 
BPRE/transformation project (including the 
procurement and implementation of new business 
systems, to facilitate more efficient working) supported 
by a comprehensive training and management 
development programme.  
 
The project was a major success, with the BPRE work 
leading to hugely improved BVPIs, better motivated 
and trained staff and significant cost/efficiency 
savings. 

�  Lean skills 
�  Council Tax & HB 

expertise 
�  Project management 

skills 
�  Training 
�  Procurement skills 
�  Change management 

skills 
 

Achieved a 45% improvement in 
HB/CTB BVPIs 

Moved the service away from 
government intervention 

Developed the ‘one stop shop’ and 
customer facing front end, to reduce 
customer waiting times 

Achieved a £140K reduction in cost as 
a result of identifying, procuring and 
implementing new IT systems 

Coventry City 
Council 

Recover an ailing Benefits service through Lean to 
ensure a high performing, efficient and effective 
service. 
 
The BPRE focus was specifically on the payment of 
Housing Benefits (i.e. assessment of new claims and 
change of circumstances) and Housing Benefit 
overpayments. 
 
Following the BPRE exercise, CPC left the council with 
a new, sustainable way of working that generated both 
cost and quality benefits for the client. 

�  Lean skills 
�  Council Tax & Benefits 

expertise 
�  Project management 

skills 
�  Stakeholder engagement 

and management skills 
�  Change management 

skills 
�  People Development 

Improved BVPI performance within 
HB/CTB by 35% 

Improved communications with key 
stakeholders, including the UNISON 
union 

Reduced staff sickness levels by over 
25% 

Reduced costs by over £100K, 
through the introduction of new ways 
of working 

Increased HB subsidy by over £320K 
through development of them team 

Tunbridge Wells 
Borough Council 

Lean work to maximize income and remove waste 
from the Council Tax and Housing Benefits service. 
For income maximization, the review included a full 
review of financial areas, such as: benefit subsidy; 
management of NNDR reliefs; and operational matters 
such as Direct Debit take ups and the use of 
alternative payment methods to encourage payment. 
 
The Lean review identified new ways of working within 
the service and provided significantly streamlined 
processes making the commission self financing for 

�  Lean skills 
�  Council Tax & Benefits 

expertise 
�  Change management 

skills 
�  Stakeholder/staff 

engagement and 
management skills 

Identification of over £100K savings 
from the administration of NNDR 
reliefs 

Streamlined processes, identifying and 
realizing £70K+ worth of waste 

Changes in working practices to 
reduce the cost per transaction of 
cashiering local taxation collection 

A return on investment of 7:1 for the 
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Service area  Project outline and description  Skill sets utilised  Customer satisfaction (benefits) 
and efficiencies realised 

the client. client 

Environment  

Western Isles of 
Scotland 

BPRE review of the refuse collection services. The 
service was deemed unresponsive and slow by council 
customers and the BPRE work streamlined back office 
administration to maximize response times. 
 
The review also identified new technologies that 
allowed refuse collection front line staff to upload 
information remotely, thereby removing the duplicated 
effort of information input. 

�  Lean skills 
�  Environmental Health 

expertise 
 

£75K savings pa  

New collection routes and introduction 
of mobile technology leading to the 
better use of resources 

Reduced re-working costs by £35K per 
annum. 

Significantly improved customer 
satisfaction in the refuse collection 
service provided. 

London Borough 
of Sutton 

Undertook a comprehensive review of waste collection 
(including dead animals and recycling) with a view to 
making the service more efficient, improve customer 
satisfaction and to cut costs. 
 
The review significantly changed both front and back 
office ways of working through introducing new 
processes, removing superfluous working practices 
and using new technology - the waste collection staff 
linked their updates directly into the waste call centre, 
removing the need for double handling of information. 
 

�  Lean skills 
�  Environmental Health 

expertise 

Improved efficiency by over 20% 
within the first month of adoption 

Maximized the use of resources and 
reduced ‘waste’ by £145K per annum 
as a result of streamlined processes. 

In total, provided a return on 
investment of 4:1 for the client. 

Retained Housing services  

Shetland Isles 
Council 

Worked with the client’s Housing Building services 
team to understand their delivery processes, and 
establish – through value stream mapping – the root 
causes of the delays in completing jobs on time. The 
two main causes were excessive paperwork and an 
overly bureaucratic system for allocating emergency 
and urgent jobs to staff.  
 
Customer satisfaction was low, and the department 
regularly came in for criticism locally regarding 

�  Lean skills 
�  System Thinking skills 
�  Housing expertise 

An increase in productivity of 150% 
(on average for all craftsmen based 
areas) 

Lead times in ‘job tickets’ and ‘stores 
and requisitions’ reduced by 75% 

Drop in planned response times by 
50% 

Return on investment for the customer 
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Service area  Project outline and description  Skill sets utilised  Customer satisfaction (benefits) 
and efficiencies realised 

excessive use of Council vehicles. 
Following the CPC review, processes were made lean, 
waste removed and customer satisfaction has shown a 
marked improvement. 
 

of 8:1 

  

Caerphilly County 
Borough Council 

Completed a Lean review for the Housing Building 
Consultancy service and Housing Technical Service, 
with a view to improving efficiency, customer 
satisfaction and productivity. 
 
The Lean work recommended that the services be 
integrated and that redesigned “Lean” operational 
processes be adopted. CPC managed this change for 
the council, and achieved a seamless transition 
through good staff engagement and clear 
communication. 

�  Lean skills 
�  System Thinking skills 
�  Housing and technical  

expertise 
�  Project management 

skills 
�  Change management 

skills 
�  Stakeholder and staff 

engagement skills 

New working processes that 
generated immediate 30% efficiencies 
for the council 

New model of working that is efficient 
and responsive to customer needs 

Increased productivity by 25%, 
through removal of non value add 
tasks 

Efficiencies of over £110K realised -   
generating a return on investment of 
7:1 

Children’s services  

London Borough 
of Westminster 

Reviewed and re-engineered core business processes 
within the Youth service.  
 
The perception from both the client and service 
users/stakeholders was that the service was so 
bureaucratic that it could not actively meet the 
demands of its users.  
 
Through a full Lean exercise, the processes were 
streamlined to focus on users and not on staff. The 
changes resulted in a major re-engagement with 
service users and a much improved service to the 
public. 
 

�  System Thinking skills 
�  Lean skills 
�  Stakeholder engagement 

and management skills 
�  Youth services expertise 

Re-engaged service users 

Increased customer satisfaction 

30% reduction in processes – leading 
to efficiencies of over £150K 

Provision of a more dynamic and 
responsive service 

Return on investment of 5:1 for the 
client  

Culture, Leisure and Adult Learning  
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Service area  Project outline and description  Skill sets utilised  Customer satisfaction (benefits) 
and efficiencies realised 

London Borough 
of Southwark 

Reviewed Library services, following a service review 
which had identified dissatisfaction with the ways the 
service had operated historically. This was particularly 
true of the time taken to assess and grant customers 
access to libraries. 
 
The BPRE work centered on a change of process 
regarding access rights and removed all bureaucratic 
(non value add) areas from the process.  
 

�  System Thinking skills 
�  Stakeholder engagement 

and management skills 
�  Leisure and culture 

expertise 

Opportunity for immediate access to 
library services, through decentralized 
administration (access to leisure) 

Increase of 15% in the number of 
service users  

Streamlined processes with some 
£80K waste removed. 

Adult Social Care  

Manchester City 
Council 

Undertook a Lean exercise for the provider element of 
Adult Social Care. The view of the client was that the 
service was not responsive enough to customers, that 
costs were unnecessarily high and that service 
capacity was not, in all cases, meeting demand. 
 
The review introduced new ways of working which 
significantly improved customer waiting list times and 
streamlined processes to ensure that all waste was 
eliminated.  
 
Recommendations for additional capacity were made 
to minimise the potential loss of customers to the 
private sector (on the inception of Individualised 
budgets).  
 

�  Lean skills 
�  ASC expertise 
�  Project management 

skills 
�  Business case 

development skills 
�  Change management 

skills 
�  Stakeholder/staff 

engagement and 
management skills 

 
 

In total, £1.1M worth of efficiencies (a 
return on investment of 12:1 for the 
client) were identified and linked (via 
tasks) into a comprehensive benefit 
realisation model for the council. 

New processes reflected the need to 
maximize capacity and to make the 
most of existing resources 

Devolved cost centres and budgets 
developed in anticipation of the move 
towards competition  

Well engaged staff and stakeholders 

Royal Borou gh of 
Kensington and 
Chelsea 

Using Lean principles, CPC is currently undertaking a 
review of RBKC’s Adult Social Care team.  
 
The main driver for the review is to reduce the amount 
of inappropriate referrals currently experienced by the 
service. CPC have been tasked with designing the 
IAA’s organisational structure and ensuring that it 
operates with Lean principles.  
 
This project will deliver Lean end-to-end processes for 
the new organisational structure, which are fit for 

�  Lean skills 
�  System Thinking skills 
�  ASC expertise 
�  Project management 

skills 
�  Stakeholder/staff 

engagement and 
management skills 

 
 

Improved processes will allow 
customer referrals and assessments to 
be completed more efficiently whilst 
simultaneously reducing the 
percentage of inappropriate referrals 
(currently at 30%).  
 
CPC have identified short term 
savings to be £30,000, with medium to 
long term savings identified at being 
£123k+ p.a.  
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Service area  Project outline and description  Skill sets utilised  Customer satisfaction (benefits) 
and efficiencies realised 

purpose.  
 

 

Durham County 
Council 

Transformation of Adult Services across Social Care, 
Housing and PCT. Since the integration to a single 
PCT a number of different working models had been 
cultivated and the level of joint working varied 
significantly. This meant the customer experience was 
not consistent and the cost of delivery fluctuated 
significantly - but not aligned with spend – meaning 
this was not a resource issue but a process issue. 
 
A whole system approach was taken across the whole 
of the county (combined £1bn spend) to identify 
opportunities for new working practices, new service 
models, and ideal staffing configurations. 
 

�  Lean skills 
�  Systems Thinking Skills 
�  Strategic guidance and 

change management 
support 

�  Capacity building, skills 
and knowledge transfer 

Rationalised set of working models 
and support roles to provide financial 
savings, improved responsiveness to 
customer needs and more consistency 
in approach. 
 
Productivity increased by 15% 
 
Parity between teams including 
common roles and a previously 
missing career path for service support 
workers 

Health  
The Christie NHS 
Trust 

CPC worked with the Christie to establish a corporate 
‘Lean team’. The Lean review covered five separate 
clinical areas (Outpatients, Chemotherapy, 
Radiotherapy, Pathology and Pharmacy.  
 
An internal work-stream lead was allocated to each of 
these areas. All work was predicated on Value Stream 
Mapping, a series of Kaizen events and detailed 
implementation planning, bolstered by benefits 
realisation mapping.  

�  Lean Skills 
�  Capacity building, skills 

and knowledge transfer 
 

Following the successful 
implementation of the project, with 
over £1.9M savings  identified and 
realised. 
 
The Christie was left with an 
experienced service improvement 
team, confident in Lean ‘systems 
thinking’ and methodology. 
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Service area  Project outline and description  Skill sets utilised  Customer satisfaction (benefits) 
and efficiencies realised 

National Cancer 
Action Team – NHS 
South Cost / NHS 
Solent / NHS 
London 

CPC are working with the National Cancer Action 
Team to apply Lean thinking and Continuous 
Improvement techniques against the Holistic Needs 
Assessment process.  
 
This is a pilot programme which we have been asked 
to implement and introduce across the United 
Kingdom; and will develop the most appropriate, 
efficient and patient-orientated processes and 
structure through which needs of cancer patients will 
be identified. 
 

�  Lean Skills 
�  Knowledge Transfer 
�  Staff/stakeholder 

engagement 
�  Cancer specialist 

knowledge 
�  Delivering a culture of 

continuous improvement 
 

The project’s key aim was to increase 
productivity to allow Clinical Nurse 
Specialists (CNS’) time to be able to 
remove waste from their daily tasks 
and be able to complete and record 
Holistic Needs Assessments for 
cancer patients. 
 
Each CNS was working over 50 hours 
per week (against a contracted 37 
hours per week). Using lean tools and 
techniques, the CNS’ have reduced 
their working hours to the contracted 
level and also been able to complete 
and record the Holistic Needs 
Assessment for patients at 7 different 
points along the cancer pathway.  
 

South London and 
Maudsley (SLAM) 
NHS Foundation 
Trust 

CPC were initially commissioned to undertake a Lean 
review of the Supplies and Procurement function at 
SLAM. The project was completed using Value Stream 
mapping techniques and the Kaizen change tool, 
generating over £100k in savings from the small pilot 
project. 
 
 

�  Transformational 
programme and project 
management 

�  Lean skills 
�  Strategic guidance and 

change management 
support 

 

The project was so successful and 
well received that SLAM expanded the 
remit to include both Payroll and 
Pharmacy services.  
 
In total over £600k waste was 
identified and is expected to be 
realised before April 
2010.  
 
This delivered a Return on Investment 
of 9:1 and involved extensive transfer 
of skills and knowledge to SLAM staff. 
In this instance a risk/reward model 
was offered to the client. 
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Service area  Project outline and description  Skill sets utilised  Customer satisfaction (benefits) 
and efficiencies realised 

Transport  
Trinity House 
Corporation (UK 
General 
Lighthouse 
Authority) 

Trinity House had identified that there was a 51% 
capital under spend and had significant manufacturing 
over capacity. CPC was asked to identify all 
opportunities for improvement using Lean technology.  
 
Using Value Stream Mapping, Kanban and Just in 
Time (JIT), CPC reviewed the following themes across 
all levels of the organisation to identity operational 
improvements. 
 
 

�  Systems Thinking Skills 
�  Transformational 

programme and project 
management 

�  Strategic guidance and 
change management 
support 

�  Capacity building, skills 
and knowledge transfer 

 

As a result of the review, the client 
was able to see more efficient 
utilisation of resources and personnel 
and had the benefit of a Lean asset 
management system. 
 
CPC’s service reviews identified a 
reduction of over 25% in the volume of 
maintenance and manufacture 
processes used within the 
Department.  
 
CPC realised efficiencies of £250k 
meaning that the client enjoyed a 
Return on Investment of 5:1. 
 

Highways Agency  CPC were commissioned by the Highways Agency to 
prepare for the Highway Agency’s Capability 
Assessment Toolkit audit for ‘Area 10’ (the North West 
of England), including conducting an internal 
assessment. The results identified that there were 
issues with performance, predominantly related to the 
time taken to complete maintenance activities, which 
were measured at 20+/15 days. 
 
CPC were subsequently commissioned to apply Lean 
tools and techniques to improve processes (and 
therefore performance) and coached and mentored a 
group of Area 10 staff through a Lean project lifecycle, 
all under-pinned by Knowledge Transfer Contracts.  
 

�  Lean Skills 
�  Project Management 
�  Knowledge Transfer 
�  Developing a culture of 

continuous improvement 

The result of this review meant that 
performance improved to 3+/2 days, a 
reduction of lead and process time of 
over 80%.  
 
Benefits to the client included 
achieving European Foundation for 
Quality Management compliance and 
improved performance against 
contractual commitments. 
 
CPC’s review delivered reductions in 
cost – generating over £150K in 
efficiencies and saw an improvement 
in staff productivity. This delivered a 
Return on Investment of 5:1. 
 
CPC delivered a Core Team of 
trained, capable and motivated staff 
which contributed towards a culture of 
sustainable continuous improvement. 
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