
The overall TOM design describes “what” the council will be doing in the future – the components of the organisation (not a structure 

diagram) and the capabilities that will need to be developed 

Annex C: The Council’s Target Operating Model (TOM) 
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Summary of the capabilities to be developed 

in each TOM component

Provides information, intelligence and insight to a range of customers including 

businesses, partners and staff within the organisation, to create a single version 

of the truth, based on data that is of robust quality. It enables decision making 

across the Council based on evidence.

O

RB

IS

Busin

ess & 

admi

n 

supp

ort

Store

s & 

distri

butio

n

Fleet & 

plant 

manag

ement

Healt

h & 

safety

Master 

data 

manag

ement

Strategic & 

democratic core

Brings together the key capabilities of the Council to define its strategy, priority 

aims and vision, and manage/support the delivery and monitoring of those aims 

through a golden thread of KPIs. It will help the whole Council to think forwardly, 

have a consistent approach.

Business 

intelligence

Commissioning & 

decommissioning

A consistent framework of business processes through which the Council makes 

decisions about what it will deliver to achieve its strategic objectives, and how it 

will deliver and manage those products/services. This includes commissioning, 

de-commissioning, procurement and contract management.

Service delivery Services directly delivered by Council staff or indirectly through commissioned 

partners/providers to residents and businesses.

Customer access 

& management

Access point for customers (residents, businesses, partners) that gives a 

consistent customer experience, service and outcomes across all channels. It 

uses information intelligently to give a holistic view of the customer, and to 

decide whether and how services are provided using rules based-assessments

Community, 

partners & social 

capital

Facilitates residents, communities, partners to work together to create and 

strengthen Surrey’s ecosystem of assets. This component focuses on building 

resilience in communities, empowering residents to support themselves and each 

other, and creating opportunities in local areas.

Enabling & 

support services

Standardised and consistent processes that are delivered in centres of 

excellence, to support the Council in operating effectively on a day-to-day basis, 

taking advantage of economies of scale.
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We will test all design activity across the transformation programme against the principles below. These define the organisation we want to become and 

how we will be. 

TOM core design principles 

Service Design

All service design focuses on prevention and early intervention, 

therefore avoiding reliance on less effective and more 

expensive statutory services 

All service design enables individuals and communities to help 

themselves and each other

All service design evaluates opportunities to work in partnership 

to improve outcomes and value

Digital Design
Digital by design - we fully exploit digital capabilities in all we do

Finances Operate within available resources

Customer

Customer contacts and enquiries to be online or via single 

contact centre, augmented by specialist contact arrangements 

where these are considered necessary to best serve a specific 

client group

Commissioning

All commissioning through the new strategic approach and 

framework, ensuring it is co-designed with residents and 

evidence based

Data and 

insight

Data and insight to be captured and used in decision making at 

all levels, enabling evaluation of impact and value 

Property

All new and refurbished property to be multi-use for Council 

services and wherever possible also shared with partners

Leadership

Clarity on the leadership and impact required in all roles, with 

structured accountability for delivery on performance and 

quality, finances, and people and culture

Organisation

Organisation structured with 6 spans and 6 layers as default

Cross cutting disciplines (inc. commissioning, project 

management, data analytics, research, business support) to be 

organised consistently using a head of profession and centre of 

excellence model

People

A smaller, more productive and highly motivated workforce 

which is flexible and mobile (able to operate with a desk ratios 

of 10 to 5 as a default maximum)

Process

Processes are lean and are standardised where opportunities 

exist, with any that do not add value stopped

Governance

All governance proportionate to risk exposure, underpinned by 

effective democratic processes and partnership arrangements

Further detail on the TOM and its implementation over 6 monthly intervals (or “Transition States”) can be found on Jive (accessible to Surrey County 

Council Members and Staff):

https://surreycc.jiveon.com/people/Michael.Coughlin@surreycc.gov.uk/blog/2019/02/08/being-a-different-council?ru=7344&sr=stream

P
age 39



T
his page is intentionally left blank


	6 Transforming the Council to Better Service Residents - Update
	Annex C - Target Operating Model


