Appendix B - FTP Risk Register

Below is the current Risk register in use in the Future Tandridge programme including the latest mitigation action updates. This register is
reviewed and updated by the programme team and mitigating actions followed up on a regular basis.

Future Tandridge Programme (FTP)

Fitigated scores

Rizk 1D Topic kitigating actions Owning
There iz arisk that......... Iitigation Approach Impact | Likelihood| Rizk scor Cwner | group
) ) . ) Combined DigitallCustorner services business cazes in progress, will
Lln_derstand the line DF_bUS'”ess options in the market to include definition of the benefits to be achisved in Customner services from
deliver the transforrnation implernenting the Digital changes such as self service and Chatbots
Digital and Cust Siervi ill nat y N~ " Review key business areas that generate high numnber of custorner service Prograrnmm
FTE A0t Digital trar‘llgllzoel"rsrt-lhe r;l:i;;'uelrs E:W;;'Zi:; wrijtf‘uin Diefine self service journeys for residents to reduce 4 ] P engagernent: Housing, Planning, Custorner Services and define residents el & Benefits
- = e S Ievelljof B0 telephone callz journeys to understand requirements when defining system requirements | Thompson | delivery
Defining current access and pain points in the resident Feview resident calls made to the contact centre o understand where there Bioard
experience are problerns in the journey
Take expert advice or patential zuppliers, procurement Etgage with irnplernentation partners and systern delivery experts to
approach and the technical =olution that sustermns can deliver understand options available in the market
. . Key staff have been identified and approach being shaped by HRERMT,
The Council will lose key staff that it would Consider ways of retaining key staff and formulate 5 plan to EMT Forrnulateing a plan to preventreduce the loss of these key staff during
e e e e preventfreduce the loss of these key mermbers of staff during the transition TOM
FTP_FOM| Fesources | P ; bl g o A the transition, thiis relates to the Organisational 3 3 3 _ __ _ David Ford
of capability and capacity to deliver the Dieveloprnentichangs managernent strearn of wark in the HF l2ad ta create a People Flan which will include an approach ta retaining group
Councils priorities. and recruiting the right people both during the transition period and in the
FTF
e structure.
PO Preject manager continue to wark with individual Difficulty in capacity to cover all of the key service areas. Additional
et el v o | oS k10 S o e e cleonvapetina e bon o Bt e o o s
Service Improvernents workstream will be |P1ans that focus on delivery of savings. capacity. Pragrarnm
FTF FO17| Pesources slowtunsuccessful which will have a EATIService improvernent leads to attend Fartnightly 2 3 9 ‘Where milestones are ambenred. focus on mitigation and steps to resolve bark Hak- | & Benefits
e detrimental effect on delivering the savings |Delivery board mestings where plans are reviewed and any and get delivery back on track. Sanders | delivery
For 2324 savings and benefits in the risks that are raised are mitigated against as Far as possible. Board
business cases ; E i :
Recruitrnent to gain SCC azsiztance to reach a wider
audience - FTP to Facilitate this approach.
Agree and publish zcope - reinforce change review group Any proposed changes such az Team restructures are raized as Change
Changes such as movemnent of Functions and change log. Change requests to be raised for all requests by Heads of Service and reviewed by the TOMDG.
across e coumcil. will be rade withowt | 29diional pieces of wark and changes that impact on agreed
E—— comsultation with the TOM group which will | 35992 &t committee. TOMDE
FTP_RO10 e :ment impact on the planned changes. This 4 2 8 David Ford e
o would potertially weaken areas of service | All change requests to be reviewed by the TOMDG to ensure SOk
delivery internally or in the event of the big picture iz being considered when implermenting any
outsource opportunities. changes.




Future Tandridge Programme (FTP) slliglies e
Rigk 1D Taopic hitigating actions Dwning
» - |Thereis arisk that...... - |Mitigation Approach - | Likelit . [Risk v |O & loroup
Early engagernent with Leader & S&F Chair{ Yice Chair to hear
Engage Cornmittee Chairs in service review emerging feedback and answer questions in preparation For cornmittee rmeetings.
proposals,
! ; Prog Team to engage Cormmittee Chairs in zervice review emerging
termber engagernent bo be considered in sach proposalz and consider Member engagernent in each workatream
workstreamn activity in the FTP. activity in the FTP.,
i & Mernber reference Group has now been created consisting of a small Frog Team
ternbers are not sufficiently engaged ; 2l : and
: : ; group of rmermnbers [agreed with the leader of the council). Since setup | David :
FTP_RO0Z| Governance | andlor will not support key issues which 4 2 E TN h ded dbrich 'F' Fard Service
emnerge fram the FTP gl ctaber, this groLp has attende oeuzed briefings on specific areas ar Beriion
; ) ) : of interest such as DigitallCustorner services and Assets and Fi and i
Based on th'? approach used in Tandridge Flrjance fartnightly meetings are set to continue, All mermber briefings will
Transfarmation to member engagernent, Identify continue to be held on specific areas of interest and in advance of
representative graup of member_s ta be used For early cornmittee updates where required and there are two all member
engagement throughat the duration of the pragramme. workshops to be keld in December relating to Budget settingFees and
Charges and Commissioning. a briefing to the chainvice-chair of
Community Services iz planned during Movernber to updaite on
progress in this area since the last commmittee meeting.
Create Cormrunications plan that aligns with needs of - . .
; . Comnrnunications planin place and channels of cormrmunications set up
internaliexternal stakeholders. Work with . ; it
e in all recommended areas to ensure stakeholders are informed in imely
Comrnunications team at TOC to ensure messages are : ; ;
. : manner. Continue to encourage heads of service to update their leams
shared with ernployees and councillors. Inform and AR s S
Communicati | Staff are not engaged in or have the wrong | 5NEEUMage Managers to cascade to their teams. R " - David
R 200 ong infarmation about the programime 2 Z £ Ford Bt
prag Heads of zervice to ensure that their teams are engaged
in the prograrnme process and that information is avings delivery planz include staff engagernent where relevant,
th d that inf I S del | lude staff t bk | t
cascaded to teams.
reepiig Staff ehdaged il Dregressiontine prograrmine FTF updates provided at =taff briefings by Chief Executive




Future Tandridge Programme (FTP)

Mitigated scores

Rizk D Tapic Mitigating actions Owring
There iz ariskthat............ Mitigation Approach Impact | Likelihood | Risk scor Ownier aroup
Create delivery plan far each service area, whether par of the i S " .
w5 =h i B Delivery managers ta be recruited inta the three delivery warkstreams, Semvice
semvice improvement workstream, or DigitaliCustamers, b ; i 5 .
= . 7 Improvements, DigitalCustomer Services, Operational Services. Each wil
Operations transfarmation and ensure that all milestones that 3 2
E " i create and manage a plan to deliver the savings.
relate to savings are clearly identified.
- - - - - - - - Pragramm
) . ) & 2 Monitar plansimilestones closely in weekly meetings and weekly 1-2-1meetings with heads of seice andlor delivery lead to ensure e
Service Service Feviews will net deliver the budgst A EaE e R £ . ; : Mark Hak-| = Benefits
FTP_F0O14 i : i g monthly highlight reports and where ariskis arising. this is 3 2 E that the plan is in place and credible and is being follow ed and that any %
Feviews savings identified in 23/24 7 : z H . : Sanders | delivery
escalated immediately ta the projectiprogramme board to milestones atrisk are addressed promptly to prevent slippage.
assess actions ta mitigate. Board
Each semice to create a plan. with kew milestanes, which is collated for the
Fnrt_nighﬂs_J pragramme delivery and benefits bc\arc_l review programme plan. Fortnightly EMT delivery meetings held where enceptions
zavings milestones and where amberfred agree mitigation and risks are discussed with the objective of resolving blockers ta achieve the
and nest steps and assign ownership. savings.
Interim Digital expert in place to advise on the business case and the
Recruit a skilled Digital tranzformation lead to work on the approach to be taken on the Digital Strategy. Recruitment is also undere ay
Recruitment of the rales required for business case and to create a delivery plan tE bgng.ln a Digital lead wha will manage the delivery of the changes agreedin
Digitallcustomer services workstream will be Lial = WE In oAt P
o s e Rk il Bauais Understand the scope of the changes required ta make the Perzona work to be undertaken which will result in agreed personas that Programm
5 : i i i i i Mark Hak-| e Benelits
FTR_ROTS| Resources detimental effect on develaping the changes for residentsiuzers to enable self service z 7 4 .reflect the residents and will be used ta develop the customer self semice :
: ] : journeEys. Sanders delivery
business case and planning and delivery of : — - -
% b 2 Analysis of existing calls on the Customer Services team to understand which Eoard
23124 savings and benefits in the business i . - . X . -
s Feview where zavingslefficiencies can be made and focus areas of business have the highest number of calls and carry out 2 review of
onthese areas as a priority, including have the right data thase journeys with the objective of improving servicelunderstanding and
available to provide cost=!ROn the business case remaving pain points ta introduce short term efficiencies.
Each service to set aur their savings delivery plan, including Planning workbook templates being populated by Heads of Service!Stream
keumilestanes and dependencies, which will form the leads. Planning meetings being held with plan ow ners to ensure information
collated programme plan. is zaptured consistently to enable dependencies!slippages to be trackable.
Individual plans to be baselined within the programme and
used as drivers for zavings delivery by the EMT ! stream leads Individual plans are to be collated at programme level. Regular EMT delivey
Timelinez will be mizzed if BAU issues require | 3rd Finance/Berefits Programme board and any risks to board meetings held where all savings atrisk are raised and collzctively Programm
FTF FOIG Delivery resolution and there is an assumption that delivery idetified by the plan owners to be escalated to the 2 2 4 resolved. Mark Hak-| & Benefits
- timeline programme rezources will be uzedto finthe | programme delivery board Sanders | delivery
issues All plans will include resource requirements to ensure that Board
where BAlLeqternal resources are required, the demand i=s _ - :
q
: = Abouve plans ta be assigned awners for each activity and resources required.
clear, Whisisresiuices areTediectiod st BALL plans il need Focus for each Delivery board meeting will be on current manth, slippages
to be adjusted to show the revised scheduls. IFBAL 3 o h d > : : i PP g I
il ; g ; resources issues and resaolution ta any risks or issues raized against delivery.
resources are not sufficiently available, backfiling of roles wil
need to be considered to free up time.




