Civic office of the year award 2009

Application on behalf of the London Borough of Croydon
Civic Office  
I am submitting this application of behalf of the London Borough of Croydon’s Mayoral office as I feel very strongly that such a high performing team deserves recognition for a year of outstanding performance. 

The application is in two parts. Firstly my support for the team with a brief resume of the past year, followed by a supporting statement from the Mayor of Croydon, Councillor Margaret Mead, which covers in detail the impact of the Mayoral office on the local community. 

Background 

The London Borough of Croydon mayoral team is: 

Peter Townsend –Mayoral Services Manager/Macebearer 
Janet Davenport –PA to the Mayor (part time)

Glynis Meredith-PA to the Mayor (part time)

Allan Burree –Assistant Macebearer/Chauffeur 

John Orchard –Assistant Macebearer/Chauffeur (long term sick)

They are without doubt a close knit dedicated team who over the past year has provided a service of an exceptional high standard, committing themselves to an ever increasing numbers of engagements, many of which has required extensive evening and weekend work. This has all been done with a quite confidence and the highest professionalism. This dedication to the role has been all the more impressive as one of the team members has been on long term sick leave due to a serious illness. The team has carried this additional stress and worries with commendable fortitude and has not allowed this to impinge on the work of the team. 

Indeed over the last twelve months the role of the Civic office in Croydon life has hit new heights. In the last year the office has organized over 700 mayoral events as well as being the lead office for all civic events such as Remembrance Sunday, the Armistice Day event and Annual Council.  

Of particular note was the event of 29 October 2009 when over a hundred men from the 2nd Battalion, The Rifles battalion marched through Croydon to celebrate their return from operations in Afghanistan and to commemorate the sacrifice of a local soldier.

This marked there return from a six-month tour of duty where they sustained heavy casualties by parading through the town before a civic reception held in their honour. They were inspected by the Mayor of Croydon, Councillor Margaret Mead. 

This was without doubt the most important Civic event held in Croydon for some years. It was all pulled together at very short notice with the Mayoral office playing the major role in project managing the whole event including hosting many meetings with all stakeholders. The event itself attracted record crowds. 
The success of the event was such that the links forged between the Borough of Croydon and the 2nd rifles the battalion has resulted in the Freedom of the Borough being offered at a Civic ceremony to take place on 22 March 2010. 
I cannot stress strongly enough the role the Mayoral office has played in forging these links between the Rifles and the Borough. 
I will know turn to addressing the criteria on which this application will be judged:
1. Innovation in the service provided the Mayor. 

The last year has seen a wide ranging modernization in the working procedures of the Mayoral office, together with an investment in new technology which I believe has improved the way in which the team supports the Mayor. Some of the main highlights have been:

(a) Induction Programme –As soon as it was known that Councillor Mead was to become Mayor the team worked with the Mayor elect in planning for her year of office. The Mayoral Services Manager put in place a detailed induction programme that ensured that by the time of annual council the Mayor and Deputy Mayor hit the ground running. This induction programme covered all aspects of the role and was extremely well received. 

One of the new innovations introduced during the induction programme was to review the previous twelve months events and to evaluate each event as far as possible. This resulted in a more focussed approach, dropping some events that were on the calendar, simply because they always had been on the engagements list, and moving the focus to events that would maximise the profile of the Mayor within the local community such as a commitment from the Mayor to attend the weekly citizenship ceremony.

(b) Computerised Mayoral Diary System-Until very recently the Mayoral office was dependent on a pen and paper diary system with the weekly engagements programme being produced from a work document. However after a detailed procurement process lead by the Mayoral team, incorporating much user testing, the team sanctioned the introduction of a computerised diary system that has already proven to be of huge benefit. For example the weekly engagement sheet is now produced at a press of a button, which has time management benefits.  In addition the Mayor has access to the system allowing for a snap shot of the current engagement programme at any time. Again this has been of immediate benefit to the working practices of the section. 

(c )New phones for staff-The Mayoral Manager and Chauffeurs have now been provided with top of the range Blackberry phones that have improved the communication channels between the Mayor/Deputy Mayor and staff. The main innovation has been the ability of the staff to access via the phone the office email system at any time. This has proved invaluable when any last minute instructions or change of working plans have been necessary. This has been especially relevant if for example a Chauffeur’ is out of the office. 
(d) New working practices-In recent years the Mayoral office has been faced with the problem of aligning a rigid 36 hour working week with the uncertainty of the working patterns of the office, especially as a lot of the work takes place during the evenings and weekends. However, thanks to the forward thinking of the Mayoral Services Manager, the team now all work to a Worksmart arrangement which is a far more flexible system. This has enabled to the team to be more supportive to the Mayor and Deputy, allowing an almost 24/7 service to be available.  

2. Innovation with the Service provided to the Council 
Within the Councils Vision and Values is a core objective of promoting the Civic pride of the Borough. I think it its safe to say that within the last twelve months the Mayoral office has taken great steps in achieving that objective. How has this been achieved? 
(a) Breaking down the Silo.-For some years it can be argued that the Mayoral Team were regarded, through no fault of the staff, as a team not fully incorporated into the corporate ethos. However in the last year the team have proactively made great efforts to become part of the wider corporate team and have actively promoted the services they can offer. This has lead, for example, to greater partnership working with colleagues in Democratic Services in organising such events as Annual council. Another example has been working in partnership with colleagues in the Equalities and Cohesion Team in organising the Holocaust Memorial event.
What is becoming very evident to other departments in the Council is that the Mayoral team are very experienced in event management, a resource that is invaluable to the authority 

(b) Project Management -This has been a recent innovation and has lead to a far more detailed approach to the management of Civic events, with the Mayoral team as the lead player. The impact of this on the Council has been that the team can indentify very early on which other Council services need to be involved. This has lead, once gain, to greater partnership working, with the benefit that other areas of the Council buy into the Civic ethos with a greater understanding of what’s involved.

(c) Actively promoting the service. -The Mayoral office has become far more proactive in promoting the services that it can offer and has regular news items in Council publications. The result of this has been the increasing awareness of other Council services of what benefits the office can provide. For example a growing understanding that inviting the Mayor to an event can generate a lot of positive publicity that otherwise might be missed.  Know many Council teams are ensuring that an invite to the Mayor forms part of their event management.  

 (d) Town Twining. -In the absence of a Town Twinning Officer, the Mayoral office has taken a more prominent role in maintaining the relationship with Croydon’s twin town Arnhem. In fact it could be argued that without the commitment of the Mayoral team the link might have fallen by the wayside. This commitment has seen a representative of Arnhem Council attend the Annual Council meeting and dinner. In addition the Mayor and consort attend, every September, the annual celebrations in Arnhem of Operation Market garden.  
3. Innovation in the service provided to the Community-(the note from Madam Mayor below covers this in detail but I would add)- 
(a) Civic Events-As mentioned above the Mayoral team, with a view to maximising available resources, and with the agreement of the mayor, refocused some of the work of the section to maximise public engagement at Civic events. This approach has been a complete success resulting in record attendance at most events. An example of this was November’s annual service of remembrance, when the local press reported; 
…………
Monday, November 09, 2009, 17:39

By Ian Austen

Around 2,000 people - the largest congregation for more than 10 years - packed Croydon's Fairfield Halls for the annual civic remembrance service yesterday (Sunday).

After the service hundreds more people lined up to applaud veterans and representatives of today's services taking part in a wreath-laying
……………………… 

I have little doubt that this record attendance was due in part to the organisation of the Mayoral office in planning the event which ensured that all major organisations were involved. I also believe that the innovation of a proactive publicity campaign organised by the Mayoral office had a marked effect.

(b) Citizenship event-Every week Croydon Council holds at least one citizenship ceremony. A new innovation this year was a pledge by the Mayoral office that the Mayor or Deputy Mayor would attempt to be in attendance at each ceremony. This has resulted in every new citizen in Croydon receiving their certificate from the Mayor or Deputy, making an immediate impression and giving new citizens an understanding of the role of Civic life in Croydon.

(c) Other Community events-Of course the office has not neglected the greater commitment to the wider community engagement calendar. As mentioned the Mayor or Deputy has attended over 700 in the last twelve months.
What has changed is a more inclusive approach by the Mayoral office to ensure the office and the event organisers are all working towards the same goals. This customer focused approach has seen many event organisers visiting the Mayoral office which has had a positive impact on the wider community. People from all walks of life have remarked that this inclusive approach has made they feel very welcome and appreciated. 

(d) The Mayors Charity Work-It has long been recognised that one of the main avenues of communication with the community is through the annual Charity fund raising events.
However the Mayoral team, working on its own initiative, felt that in recent years that the Charity work had lost direction and impact. This view was raised with the incoming Mayor during the induction process. With the Mayor elect being supportive the team came up with a series of recommendations for the Mayor elect to consider before taking up office. These included:  

1. Greater use of publicity and Information Technology 

2. A revamp of the Charity committee to encourage a more hands on approach by committee members 

3. A review of the Charity events to see which events worked and those that required revamping. 

This innovative approach has again been proven to have been a major success with the result of resurgence in interest from the local community. For example very recently a Mayoral Charity event was attended by over 300 guests a record for the venue used. The event hosted by Sue Perkins from the BBC raised over 2,000 pounds. Of perhaps more importance was that the audience was more reflective of Croydon’s diverse community. I would have no hesitation in saying this was largely a result of the inclusive/innovative approach of the Mayoral team. 

(e) Links with the Military /Emergency Services-space precludes me from detailing all the community links but I most make mention of two areas in which the Mayoral office has made a huge impact within the local community.

1. Military –as already mentioned above the 2nd rifles event was a great success. However what should not be overlooked is that Croydon has four active TA Units all of which have recently sent soldiers on active service. I cannot stress enough the work of the Mayoral office in ensuring that the Civic link with the units is as strong as ever. This past year each unit made a presentation to the Mayor in regard to its work. 

2. Emergency Services-thanks to an innovative customer based approach the Mayoral office has built impressive links with representatives of the emergency services in Croydon, with the result that they are always in attendance at Civic Events. The Mayoral team have completely revamped the working relationships. Again the project based approach has helped along with a common sense ‘pop in for a cup of tea’ attitude which has worked wonders. 

4. Promotion of the Office of Mayor.

As indicated above the Mayoral team has been extremely proactive in the promotion of the Mayoral office. The main crux of this has been greater partnership working with the Council communication team is ensuring maximum publicity for the office, the role of the Civic hub and the work of the Mayor within the community. The result of this has seen increased coverage in both internal and external publications, with the Mayor appearing almost weekly. 
The more traditional approach has been taken with the publication of the Mayoral leaflet which details the role of the Mayoral office, a profile of the Mayor and information on the Mayoral charities and how to donate. Many thousands of the leaflets were produced and made available at pubic information points and at such events as citizenship ceremonies.  

What has proved to have been a success in promoting the service is the containing production of the Mayoral business card, handed out in its thousands. The card containing all the necessary contact details for the Mayoral office includes a generic email address for use when contacting the office, which has been greatly used. 

In addition Croydon Councils web pages now provide detailed information in regard to the Civic events, both on the World Wide Web and internal intranet systems. A recent innovation has seen the inclusion of Mayoral events on the ‘what’s happening’ front pages of the Councils website.

It is pleasing to note that the role of the Mayoral office in Croydon life is becoming increasingly acknowledged by Chief Officers and leading local politicians who often publicize the role of the office when going about their official duties.

5. Value for Money

As with all Council services the Mayoral office has been subjected to the annual budget setting programme. In recent years the Mayoral budget has remained constant with only an inflation rated increase provided. This has, of course, meant that the service has had to be able to prove value for money in the services it provides. 

Under the guidance of the Mayoral Services Manager the approach taken to budget management/value for money has taken three main steps-Managing Operations, Planning and Controlling. 

1. Managing Operations-as indicated in the detail above, much work has gone on within the Mayoral team to modernize working practices to enable efficiencies so that the service can meet increased demand without exceeding available budget. For example investment in new technology and new working practices.
2. Planning-during the budget planning process the Mayoral Services Manager will, as far as possible, go through what’s expected of the service and plan accordingly. All aspects of the budget are looked at. 

3. Controlling-This is where the real work is done in ensuring value for money. The Mayoral Services Manager will control the budget on a daily basis, with reference to financial information sheets, and regular meetings with the departments finance officers and me. 

Following on from points 1-3 above a further tool has been provided within the new software for the office, in that it produces reports on the number and type of events that the Mayor has attended. This will enable the team to provide greater analysis on the number of events via the cost. 

An example of a value of money exercise recently carried out by the Mayoral office was that undertaking for the purchase of a new Mayoral car. Following the template of what action was required, against the input and output costs the decision taken by the Mayoral Services Manager was to lease a diesel driven, lease car, the annual running costs of which were proven to be less than the Mayoral car that was already in use
It is pleasing to note that although the work load of the section has increased the constant monitoring of the budget has seen the service always come within its budget. 

……………………………

Before I conclude this application can I please reference below a supporting statement form the Mayor of Croydon, Councillor Margaret Mead JP.
…………………
I am delighted to have the opportunity to support Croydon’s Mayoral Team for this civic award.

This team already has a widely known reputation in Croydon for their excellent organisation of all the annual events for Mayors, something I experienced as Consort in 1985 when my husband was Deputy Mayor and as Mayoress when he was Mayor in 1989.

As Mayor this year, like my predecessors, I am continuing to support organisations who provide invaluable services to all Croydon’s 360,000 residents who live in a wide range of communities both in age and ethnicity.   As well as organising and attending full Council Meetings they have supported me in arrangements to greet dignitaries and this year several groups of overseas visitors, often at very short notice. The success of the traditional events is dependant upon good working relationships with all who make contact with the office.  I believe and know, at first hand, they are extremely helpful and deal with difficult situations with the utmost tact and sensitivity whether on the telephone or in person.    Additionally this year as we all know, is the 65 anniversary of many significant historic events.

They have readily taken on several extra large events with enthusiasm and full commitment.  They have excellent skills of etiquette, protocol with dignity and diverse events such as funerals for solders who have died in Afghanistan to Remembrance service on the one hand to a Home Coming Parade for 160 soldiers.  This latter event was attended by 6,000 members of the public was followed by a full parade inspection by me and a reception at Fairfield halls for 500 plus family and loved ones, which I hosted.     All the arrangements with the Army, Police and other agencies was at an incredibly short notice of less than one month but nevertheless with great attention to detail.   

The Team very much pulled together without hesitation which ensured a very successful, if emotional event.   We have received many letters of praise and congratulation not only from the Parade but also members of the public for the superb detailed arrangements made by the mayoral team.

They have also organised a luncheon for Croydon’s Women’s Land Army and Timber Corp and their carers, 134 in total, several of whom were in wheelchairs.  These ladies had not been able to attend the event in London because it was oversubscribed and were determined to attend my invitation.      Their ages ranged from 77yrs to 102yrs but the team were very reassuring to them following many questions and dealt with each individual’s personal difficulties with great kindness and patience.  In my view they went out of their way to make detailed arrangements so they could attend.     The letters we received following the event speak for themselves, thanking them for their patience and kindness.    But I have to say I was amazed at the team’s commitment and dedication to see everything was done to make these very elderly people feel at ease so they could enjoy their memorable day.          Some people had not seen each other since they were billeted together so there were some very emotional reunions.

The team have very recently organised a gala charitable dinner for 300 people for my two charities as well as dealing with about 700 regular events which occur year on year.  All of these are undertaken and ably led by the Mayoral Services Manager, Peter Townsend with one other full time equivalent staff and two chauffeurs; however one of these has been with us for just two weeks.    

Soon after I became Mayor a member of staff went on sick leave and is now very seriously ill.    Peter Townsend has supported the person who was sick but also the team, who in turn have supported each other magnificently through a very difficult and emotional several months.   He has been and still is keeping in contact by speaking to the person and their family on a regular basis, which cannot be easy. 

In my opinion, a Mayor cannot carry out their role with complete confidence without the right support.

I cannot speak too highly of Croydon’s Mayoral Team and strongly recommend them for an award which I believe they richly deserve.

Margaret Mead (Cllr)

Mayor of Croydon 2009/10

January 2010 

…………………………………..
In conclusion I hope that I have provided enough information for this application for Civic Office of the year to be considered. I cannot stress enough the esteem in which the Civic Office of London’s Largest Borough is held. The work and commitment of the team knows no bounds and the whole community take pride in what they bring to the Borough.

Yours truly 
Lea Goddard

Head of Elections, Civic and Registration Services

Chief Executives Office 

Democratic and Legal Services Department 

2nd Floor, Town Hall

Katharine Street, Croydon CR9 1DE

Tele: 020 8760 5730
Fax:  020 8633 9667
