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Abbreviations:
DBM Divisional Business Manager
GM General Manager
ME Marketing Executive
DSCDM Divisional Sports and Community Development Manager
HoM Head of Marketing











































Poor service
provision

Increased
competition

Client and customer
dissatisfaction, loss
of income, financial
penalties,
reputational
damage, loss of
future opportunity

Robust operational and quality
management systems established

Comprehensive customer feedback
systems established to gather and
analves customear ~ninions

vomprehensive on-going monitoring
of performance in respect of key

gan/ira rritaria

[Estapiisnment of detailed annual
service plans setting out strategic
objectives and required actions

Reduced use of
facilities, loss of
income, reduced
deve rpment
potential

Robust operational and quality
management systems estahlished

Comprehensive customer reedback
systems established to gather and

analyse customer opinions

~omprehensive on-going monitoring
)f performance in respect of key
service criteria

Regular review of relevant
competition on a local, regional and
natinnal basis

Non-compliance

with relevant

legislation and

regulations

Fines, contractual
penalties, default,
censure

Expert support from key advisors,
inchhidina |ng§| HR, H&S ate,

Ropust operauonai and ity
management systems established

On-going external and internal audit

and inspection re~imes










| 111 ICAT IwIRA)

erformance, loss of
Loss of key staff divisional and
| corporate
<nowledge, damage
to relationships with
client partners

Proactive recruitment policies in
order to identify and af oint relevant

Comprehensive training, appraisal
and personal development policies
and procedures to ensure
appropriate progression of staff.

Comprehensive succession planning
across the business

Establishment of appropriate notice
periods to ensure that sufficient time
is available for recruitment and
replacement

Staff dissatisfaction,
loss of income,
disruption of
business, client and
customer
dissatisfaction,
rept  onal damage

Employment
dis utes

Appropriately resourced central HR
team, supported by relevant
enarialiet advienre

Lomprenensive recrutment and
staff management procedures

Comprehensive training
programmes for all [ine managers,
with published training and

staff Partnership and Consultative
committee established together with
regular dialogue with staff
representatives

Formal recognition of key unions
and regular dialogue with relevant
representativee

Clear and comprehensive client
liaison procedures including
establishment of agreed meeting
and reporting schedules




Client
dissatisfaction,
contractual dispute,
negative impact on

oor relationship
with Oxford City

Establishment of Partnership Board
to provide guidance and support in
relatinnship

Estabiusnment or an agreed Annual
Service Plan, with shared objectives,

Councli staff and customer agreed actions 2 time=r=lac
service Regular performance monroring,
including service standards and
compliance with the annual service
plan.
Multi-faceted relationship between
Fusion and Oxford City Council
Professional project team and
Project Manager employed to
oversee delivery of works
Client and customer Estaf)llshnlwer;t ;)f Project Boara 10
Delavs in dissatisfaction, loss meg ret;gu ar):j f[)_ assesls prog;etss
oeay .| of income, financial against agreed imescales and fo
delivery of major . address issues arising
. penalties, )
facility . Development of risk logs in respect
reputational .
redevelopments of each proposed development in
damage, loss of o
. order to pre-empt and mitigate
future opportunlty Enfanfinl riclee

Comprenensive programme of
consultation with customers and key
stakeholders
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