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The Issue 

 
In 2012, BFC participated in the CIPFA benchmarking of its Democratic Services function against 44 

Unitary Authorities. While in general terms, Members Support was at or slightly below the average 
service costs for the comparator group, the Mayor’s Office costs tended to the upper end of the 
comparator group in terms of costs per 100 population. Further, the authority was conscious of the 
need to develop the Mayor’s civic office in terms both of the service its Mayors provide to the 
community and promoting the work of the office with the community, working smarter and more 
effectively and delivering better value for money.  

 

The Solution 

 
At the time, Koru had been engaged in a successful review of BFC’s administrative functions as a 
whole, the objectives of which were to review processes and roles in PA and Admin support and create 
capacity to cope with rising demand across the authority. The Director of Corporate Services, Alison 
Sanders, asked Koru to extend this work to identify the demand for services in the Civic Office and 
how the then current structure met that demand. The project scope comprised the Mayor’s PA, 

Leader’s PA, Secretary to the Majority Group and the Democratic Support Assistant and Member 
Services Support Officer. 

 

        
 
 
As a result of this analysis, a review of the service resulted in a shift from a full time Mayor’s personal 
assistant role to a team-based approach, including a dedicated support role for 20 hours per week, as 
well as a reduction in the cost and re-focus of the use of the mayoral car and chauffeur role. These 

changes reflected the team’s approach to realigning the Mayoralty with corporate aims of the council, 
its strategy for community engagement and the objectives of the Members Development Charter. 

 
Integral to the process was the streamlining of high frequency administrative tasks and a process re-
engineering exercise completed which resulted in the following changes: 

           
 
 

 
 
 
 
 
 

 
 Redesign of an online 

engagement form 
 Update to web information including 

FAQs and guidance on receiving the Mayor  

at events 
 Scripting for Customer Services to deal with  

enquiries and handle ticket sales to events 

 Management of all engagements through  
Outlook appointment system 

 Creation of standardized responses to enquiries 
 Regularised circulation of engagement information to the press 

 

The desired outcomes of the review were: 

 
 Definition of the PA and 

secretarial/administrative roles within the 
section; 

 An appropriate distribution of support 
according to need/demand; 

 An agreed process for providing cover in 
times of absence through sickness or leave. 
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The Mayoral team is now co-located with the Member and Democratic Services gleaned from 
Democratic Services to inform the ‘critical friend’ function of the service and to identify opportunities 

to involve the Mayor in a wider range of community events. 
 

The Benefits 
 
The streamlined processes has led to the development of a more efficient service to the Mayor and 

improved access by residents without any diminution in the scale and quality of the service or the 
autonomy of the Mayor. 

 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
Reflecting these improvements, the Council won the National Association of Civic Officers ‘Civic Office 

of the Year Award’ for 2013, based on the quality and innovation in the services it provides to the 
Mayoralty, Council and Community, the promotion of the role, and its more effective use of resources. 
 

“The review of members administration and support services was a delicate task which Koru carried 
out with great skill and tact, taking staff on the journey, and then transferring to managers and staff 
the tools and skills necessary to assess and improve our processes, and encouraging them to 

determine the outcome. As a result the Council was awarded Civic Office of the Year Award from 
NACO for 2013. A massive improvement in such a short space of time which we will build on in future 
years.”  
 

Alison Sanders, Director of Corporate Services, Bracknell Forest Council  

 
 
 

The civic office arranged for Wildmoor 
Heath Primary School to borrow 

election boxes and a polling booth so 
the pupils could experience how 

formal elections are run. The Mayor 

then visited the school in October 
2013 to announce the results. 

Following the successful election the 
Mayor invited the new school council 

to hold a school council meeting in the 

Chamber. 

New processes have not simply 
reduced costs but more 
importantly increased the 
capacity to support the Mayor 
and Deputy Mayor, focusing on 

the promotion of the civic role 
and the council’s objectives, 
with an increase in the number 
and quality of engagements 
undertaken in the community 
by both the Mayor and Deputy 
Mayor. Better quality 

information enables the Mayor 
to prioritise engagements more 
effectively and to get more 
involved in the activities of 
community groups as evidenced 
by the positive feedback from 

organizers of events in the 
community. 

 


