Department of the Chief Operating Officer
The Department of the Chief Operating Officer exists to enable the City of London Corporation to deliver its aims and objectives, through providing
corporate and wider support to our key functions. It is made up of the following teams:

Our aims and objectives

Whilst the TOM gave us a much-needed platform for change, it is clear that there is more to do to stabilise, embed and grow the Department over
the coming years and to ensure that we are meeting our clients’ needs. We have therefore set out the following aims for a multi-year
transformation plan:

Transparency Credibility
e Our clients (all users of our services and ultimately those of the * Qurclients understand our capabilities, where we can add value
Corporation) are clear on the core services we do and don’t provide, through strategic insight and market knowledge, and trust our
with robust and visible operating level agreements and KPIs to show expertise
how we are delivering e Qur team are skilled, capable, and operate respected processes and
* The process to access our services and contact points are easy to procedures
follow and user-friendly *  We work efficiently, are financially disciplined with forecast accuracy,
*  We provide clear and transparent templates and costings for non- strive for best value and are right-sized to match the needs of the
core requests and project resource organisation
Partnership Enablement
e Itis ourjob to understand the complex and diverse priorities and * We ensure that people across the organisation are empowered and
objectives of our clients, working collaboratively and seamlessly with trained to use the resources they need to do their jobs, so that they
our partners, and using our expert knowledge to meet their needs know when to use our services and expertise and when they can
and shape the future of the organisation support themselves
* We are proactive in supporting, advising and protecting the * We use technology to automate processes where possible and are
organisation, in offering our expertise to drive continual open to improving our ways of working, so we can truly add value
improvements, and have a defined process for issue resolution and over and above transactional support
responding to feedback *  We empower colleagues to navigate corporate processes and
*  We have a shared sense of purpose with our clients: their success is governance to facilitate their work, applying flexibility or bespoke
our success solutions where needed
OUTCOMIE: If we are successful in achieving our objectives, then we will see an improvement in productivity and effectiveness. In addition, our
clients will feel supported and understood; will know the value of the services we provide and trust us to deliver them; and involve us early
enough for our advice to make a difference. This will be reflected in positive feedback from our clients and other partners.

Each priority workstream within the COO team-level business plans has been mapped to one or more of these transformation objectives.




Key Performance Indicators

KPIs 2023/24 Current

Performance

1  Transparency: All seven COO teams have an Operating Level Agreement (OLA) or other  N/A
service agreement in place with all Chief Officer departments and institutions

2 Credibility: All COO department employees have completed mandatory training N/A

3 Credibility: Forecasts to be increasingly accurate: +/- 10% at Period 6; +/- 5% at Period 9 N/A

and +/-1% by Year End.

4 Partnership: Client pulse survey showing a % satisfaction with COO Department services N/A
—inP5and P12

5 Partnership: All queries responded to within defined timelines (which vary across the N/A
COO Department)

6 Enablement: Productivity increase from continuous improvement (excluding EDI, which  N/A
will have different measures)

N

Direction of
Travel/Target

100% by Year End

95%

99% forecast accuracy by
Year End

10% improvement over the
year (baseline to be set in
Q4 2022/23)

95%

-100 hours per COO area
per year

OUTCOME: If we are successful in achieving our objectives, then we will see an improvement in productivity and effectiveness. In
addition, our clients will feel supported and understood; will know the value of the services we provide and trust us to deliver them; and
involve us early enough for our advice to make a difference. This will be reflected in positive feedback from our clients and other partners.




Department of the COO Transformation

Our major cross-cutting workstreams this year will be...

Priority 1: Ensure the successful delivery of each COO division’s priorities, as set out in their own Business Plans

Priority 2: Following recruitment in 2022/23, build a collaborative and non-siloed approach across all COO teams, including across the Senior
Leadership Team. Increased staff engagement leading to a better engagement and identification as the Department of the COO

Priority 3: Work with colleagues across CoLC to embed our refreshed organisational priorities, and in particular to support the organisation in
seeking opportunities for greater income generation and embedding a more commercially focused approach across all areas of operation
Priority 4: Put in place a performance management approach which ensures that we are able to track our progress and communicate this to
stakeholders. This will be supported by robust KPls, refreshed risk registers and insightful data

Priority 5: Ensure Member Committee confidence and understanding of our approach, and that it aligns with their expectations

What’s changed since last year

Successful recruitment of full COO Senior Leadership Team,
including new leaders for DITS, EDI, Health and Safety and HR and
new Chief of Staff

Completion and implementation of all TOMs

Corporate Services Committee approval of additional Health and
Safety and HR resource for transformation

Agreement to bring support provided by Agilisys in house
Detailed reviews of our periodic financials and budget position,
leading to greater grip on our expenditure

Reward Refresh and Project Governance Review commenced
Approval for uplifted delegation limits in HR, procurement and
projects

Creation of Corporate Health and Safety capability

Our strategic commitments
We feed into the following Corporation-wide programmes:

Resources and Priorities Refresh: many of the themes of this
work are dependent on COO Department activity and action
Major Projects: as well as project governance sitting within the
COO Department, the COO is the Senior Responsible Officer for
the Markets Co-Location Programme

Reward Refresh: managed out of HR but having organisation-
wide outcomes and impact

Climate Action Strategy: in particular the actions relating to
Scope 3 emissions, which the Commercial team is responsible
for delivering

Maturity index update

In February 2022, the COO carried out maturity index assessments of each
division within the Department of the COO. As part of our planning for
2023/24, each COO division has produced a high level transformation plan
for the next three years. Our business plans for 2023/24 therefore
represent the first 12 months of this transformation.

To track our progress, we are using maturity index assessments. Each
team’s assessment can be found within their business plan. This shows
where we currently are, where we have moved to in 2022/23 and where
we hope to get to by the end of 2023/24.

The Corporate Plan outcomes we have a direct impact on

are...

Due to the cross-cutting functions within Operations and the nature of our

work, we support and enable the delivery of all Corporate Plan outcomes.

In particular, we have a key role to play in achieving the following

outcomes:

* Outcome 2: People enjoy good health and wellbeing

* Outcome 3: People have equal opportunities to enrich their lives and
reach their full potential

* Outcome 8: We have access to the skills and talent we need

* OQOutcome 9: We are digitally and physically well-connected and
responsive

* Outcome 10: We inspire enterprise, excellence, creativity and
collaboration.




Our Team

Our People

Staffing levels posed a major challenge in 2022/23, due to
the need to recruit into new EDI and Health and Safety
teams, and a number of resource gaps across HR and
DITS. Across Operations, 29 vacancies are currently out
for recruitment. 2023/24 will therefore focus on building
these teams; developing and retaining talent; and
growing the sense of one team across the Department of
the COO, all in pursuit of improved engagement and
delivery of our transformation objectives.

In the 2022 Staff Survey, the engagement score for the
COO Department was 47%, compared to the
Corporation's overall engagement score of 52%. Our Staff
Survey participation rate was 53% (compared to a
Corporation overall participation rate of 51%).

Our plans to increase engagement include the
continuation of a six-monthly COO Conference series for
all staff within the Department (following a successful
first in-person event in May 2022); and the embedding
and developing of a Department-specific communications
and engagement plan. Demonstrating action on feedback
from the Staff Survey will also be crucial.

To support and develop our talented people, we have
team skills and talent plans in each area. We will also
continue to provide our in-house Learning and
Development offer, ensuring that this meets the core
needs of staff.

During 2023/24, we will bring to life the Head of
Profession roles by developing communities across the
breadth of the Corporation, with the COO Department
acting as the central hub for professional expertise within
the linked enabling functions.

Equality, Diversity and Inclusion

Operations has the corporate and Head of Profession lead for EDI across the whole
of the City of London Group. To ensure the necessary focus on this critical area, a
new EDI Director and team was recruited in 2022/23, reporting directly to the COO
rather than sitting within HR (where it sat before the TOM.) Please see the EDI
2023/24 business plan for the detail on our focus over the coming year and
beyond.

The make-up of the COO Department (as at 30 September 2022) is as follows:

Total numbers: c.200 members of staff, with a turnover rate of 27.49% (of which
17.93% were voluntary leavers.)

Gender: 39.82% female and 60.18% male. Of our 26 new starters in the past
year, 53.85% were female, and all four new staff members recruited at Grades G
and above were female.

Working patterns: 210 full time staff and 16 part time staff (equating to 9.2 FTE)
Age: 11.06% of our team are aged 30 and under, with 47.34% aged between 31
and 50 and 41.59% aged 51 and over.

Disability: 83.63% of our staff state that they do not have a disability, with 5.31%
declaring a disability and 11.06% not declaring either way.

Sexual orientation: 70.80% of the Department declared themselves to be
heterosexual, with 3.09% LGBTQIA+ and 26.11% not known or declined to
specify.

Religious beliefs: Five major religions are represented in the Department, as well
as non-religious and spiritual beliefs. The largest staff groups are Christian (37%)
and non religious (32.60%).

Ethnic Groups: the ethnic make up of the Department is as follows: 58.41%
White; 17.26% Black/Black British; 11.50% Asian/Asian British; 3.98% Mixed and
Other Ethnic Groups (with 8.85% not known).

The data tells us that we have further to go in some areas to build a team that is
representative of the wider communities we serve and collaborate with. Ethnicity in
the COO teams is broadly comparable to that of London, and our LGBTQIA+
representation is in line with the national average. However women, young people
and disabled colleagues are underrepresented. In future, we would also be keen to
look at social mobility as a measure, and how this intersects with our other
measures, to ensure that we are truly a diverse and inclusive Department.




Key Risks

The table below shows the top scoring residual risks across the Department of the COO:

Health & Safety Increase in major and/or extreme accident outcome, 24
enforcement agency action, reputational and financial risk due to

e}
inability to meet legal requirements and other requirements, §
H&S objectives and continually improve E
=
DITS CR16 Information Security 16
Health & Safety Inadequate planning and implementation of the strategic change 16 Impact
for the new Corporation health and safety management system
Health & Safety Decrease in risk management assurance/visibility for senior 16
leaders
Markets Wholesale Markets — Traffic Management 12
Health & Safety Inadequate management of statutory wellbeing requirements 12
Commercial Risk of provider failure due to ongoing impact of 12

lockdown and economic downturn

Commercial Supply chain issues and labour shortages impact 12
the market’s ability to/ interest in responding to tenders



" OurFinances (P6 2022/23)

LONDON
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Appendices

The more detailed 2023/24 planning for each Directorate within Operations can be found in each team’s business plans. These plans
therefore form appendices to this overarching Operations plan:

Appendix 1: Commercial Service Business Plan 2023/24

Appendix 2: Corporate Health and Safety Business Plan 2023/24

Appendix 3: Digital and Information Technology Service Business Plan 2023/24
Appendix 4: Equality, Diversity and Inclusion Business Plan 2023/24

Appendix 5: Human Resources Business Plan 2023/24

Appendix 6: Markets Business Plan 2023/24

Appendix 7: Project Governance Business Plan 2023/24



