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Agenda

• What are the emerging messages?
• What might TP mean for the future of public sector 

financial arrangements?
• Commissioning: how might the public sector procure 

as one?
• How the public sector can manage its assets and 

estates
• Examples of practice from work GT is involved with
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Emerging messages

Alignment of systems, 
processes, culture, etc

Counting = so what?

Timescale 
Limitations

Local Government's Role:
more than place shaping?

Central 
Government's 
appetite to change 
(and motives)

Cynicism 
from some 
quarters

Need for Customer 
Focus

Varying 
levels of 

engagement 
locally

There is one opportunity for 
getting this right

Why didn't we 
think of this 
before? v We 
did…

Doing things 
differently, not 

better

Lack of locality 
benchmarking data
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The future for financial arrangements

• Pooled budgets
• Medium term financial 

strategy for locality
• Organisational 

maturity - eg CBA for 
locality

• Area based 
assessment / 
regulation

• CFOs at the top 
table?

• Rationalisation
• Skills gaps: services 

and finance 
community

• Technical and 
procedural changes?

• Statutory changes?
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The Future for local service delivery: commissioning 
model

Direct 
provision

Shared service

Joint 
ventures

Externally provided 
(voluntary and 

private)

Community 
based trusts

Strategic 
Commissioning

Partnerships

Operational 
Commissioning

Bodies

Joint Delivery
Plans

Democratic Mandate

Service 
Delivery Customers

Local 

Delivery

Agencies
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Physical Infrastructure

• Property typically 2nd highest cost to organisations
• Government's recent drive to a portfolio approach 
• Property as a strategic resource rather than a fixed 

asset
• Better utilisation of assets across a locality - outcomes 

v organisation focus
• Energy, environment and sustainability 
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Grant Thornton: examples

• Whole Systems Thinking - removes silos 
• Customer Value - pathways / mapping 
• Partnership Value
• Strategic Commissioning 
• Counting Public Sector Plc
• Economic Impact - unintended consequences of TP
• "Total Terrier"
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High Level Value Chains 
"A value chain is a set of activities or functions that come together to deliver what the customer needs 
(customer value)".
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The detailed Falls System
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System observations

Practices:

Consequences of inappropriate 
discharge / non discharge 
decisions (on system and 
individual)

Appropriateness of home 
support (social isolation, risk 
management)

Similar services (eg OT and 
social services helpdesks) 
confusing for customers

Process:

Incomplete / inconsistent info to 
support referral decisions at 
many points

Multiple entry points to system 
and lack of a common 
assessment framework leads to 
duplicate assessment work 

No single point of ownership for 
processes

Organisation:

People working across 
organisations, but organisations 
not aligned (e.g. budgets, IT, 
phones)

Service reconfigurations in 
isolation

Resources:

Are assets being optimally managed 
across system e.g. day resources

Resource pressures across the system, 
but at the same time there is duplicated 
activity in all areas 

Impact of being open door services

Policy:

Some national policies detract from 
providing best care (eg 4 hour ED 
wait target).

Project:

Falls is a symptom not a diagnosis i.e. 
falls specific data hard to identify

Data quality - inconsistency between 
sources

Prevention:

High risk of falls in hospital, nursing 
and residential homes but little 
targeted  prevention activity 

Potential of primary prevention not 
being fully realised

Impact on 
the 

customer?
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A reference model that helps us 
understand different types of 
performance gap Experience, 

comparison, 
received 

information, 
image

How 
customers 
perceive 

the service 
received

What 
customers 

expect from the 
service

What the 
provider 

sets out to 
deliver

What 
actually 
happens

What 
management 

think the 
service is about

Delivery 
gap

Satisfaction 
gap

Specification 
gap

Strategic gap

Operational 
gap

Voice of the 
customer

Internal view

Understanding Service Gaps
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Questions



©2010 Grant Thornton UK LLP. All rights reserved.

About Grant Thornton

Grant Thornton UK LLP
• One of the largest accountancy and financial advisory firms outside the Big 4.

• 3,500 staff.

• 39 offices nationwide.

• £361m turnover.

• A full range of services including audit, regulatory consulting, risk management, internal audit,corporate and 
international tax, indirect tax, employer solutions, corporate finance, forensic,project finance, reorganisation and 
recovery. Grant Thornton merged with RMS Robson Rhodes on 1 July 2007.

Grant Thornton International
• Grant Thornton UK LLP is the UK member firm of Grant Thornton International, one of the world’s leading 

international organisations of independently owned and managed accounting and consulting firms. 
• Although Grant Thornton International is not a worldwide partnership, the firms are joined by a common professional 

vision, by a commitment to providing high quality service to clients doing business across international borders and by 
a shared focus on leadership in the markets they serve that reflects Grant Thornton International’s underpinnings.

• In total, member and correspondent firms have an annual turnover of $2.8bn and employ approximately 24,500 staff 
in 521 offices across 113 countries


