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Service Review Specification: A Guide on the process of service reviewing and the 
types of issues that should be considered

Two Stage Process
Service reviews will be conducted in a two staged approach: -

 Stage 1 – Streamlining and making it efficient
 Stage 2 – Redesigning the structure for the future

Stage 1 – Streamlining and making it efficient
At this stage it is important to consider the following things: -

 Think about what the team/service current does and what it could do in the future?
 What are the opportunities for generating income to the services?
 Do not think about the people and posts in service and build your process around 

them and their current roles. We need to think about what services we need to 
deliver and what is the best way to do that and not worry about fitting processes into 
existing structures.

 You need to completely rethink your processes; it is not acceptable to continue to do 
something simply because it has always been done that way. What do and don’t you 
need to still do?

 Consider the role that statutory requirements/duties have on your service. Do not 
hide behind these as a reason why things cannot be changed as long as the 
outcome gives you what we are required to produce to meet our statutory 
requirements it is completely acceptable to review the processes you use to get 
there.

 You need to consider how your service can be offered digitally to your customers, 
this may need initial one off investment from the Transformation Budget to support 
this

 You need to consider what modern technology and new ways of working could be 
used to streamline your processes (e.g. voice recognition/recording software instead 
of taking minutes)

 How could your service work more flexibly? Do they all need to be in the office from 
9am – 5.30pm? Could some people work from home or another location some of the 
time? What time do your customers need to communicate with you?

 Are there opportunities to work with our partners to deliver these services? If so are 
we the best organisation to deliver these or are we duplicating what our partners are 
doing?

 Are there opportunities to work in a more matrix fashion with other teams/services in 
the organisation?

 You may need to make immediate changes to your staffing structure to support your 
new proposed ways of working, but this might not be the final structure you need 

We acknowledge that to make services more efficient by redesigning the way you work may 
take time and require one off investments in new bits of equipment or ICT software. 
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Therefore before designing your final staffing structure you may need to leave a period of 
time to enable new ways of working to be fully effective.

Stage 2 - Redesigning the structure for the future
Allowing for a suitable period of time for the new working practices and technologies to be 
brought online it is then timely to move to stage 2 of the service redesign process. This will 
focus on developing a new staffing structure to support the new processes and systems that 
you have developed. At this stage it is important to consider the following: -

 Roles and responsibilities need to be built around the needs of the services and its 
new processes not trying to shoe horn your existing posts into a new structure

 Review how the new systems and processes are working and make any minor 
changes necessary to stream line them further

 Consider what new skills you need in your service

 Consider how you can develop existing staff resources to meet new requirements, 
will this be possible or do you need to look outside of your service/organisation for 
these skills


