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Case Study: Stoke-on-Trent City Council

Quantifiable efficiency gains with Iken Case Management

Serving a thriving urban area with a high population density, Stoke-on-Trent City Council prides itself on 

actively proving best value to the area’s community. To further this, the council is currently undertaking a 

comprehensive business transformation programme, with the aim of achieving their goal of providing

'Excellent services, valued by customers'.

For the council’s Legal Services team the need to demonstrate the value of the service they provide, both to

the wider council and to external stakeholders, is of great importance. As Practice Support Manager Andrea

Finan explains:

“We have corporate priorities which are set across the whole council, but we also have a set of priorities which
are specific to the legal team. Our performance is measured using a very specific set of statistics, such as the
cost of legal services per head of the population. The biggest challenge is continuing to meet targets, while
dealing with an ongoing increase in workload.”

In 2008, the team went out to tender for a Case Management system to support their drive for continuous

improvement. They approached the process with a clear set of goals for the new software: to improve 

efficiency, promote a more professional and uniform approach across the department and provide quality

management information. After a detailed evaluation, the team selected Iken Case Management and 

Time Recording.

“We were particularly impressed with Iken’s ease of use – in that respect it was the best we saw. We also
quickly established a rapport with the Iken Business staff, and just felt straight away that these were people
we could work with.”

Here, Andrea explains how Iken has supported the Legal Services team over the past year.

“Iken helps us to implement changing legislation”

One of the legal team’s key responsibilities is to ensure that the council’s actions are compliant with current

law, as well as keeping abreast of constitutional and political changes. Prior to Iken’s implementation, 

ensuring that documentation reflected these ongoing changes presented a considerable challenge.

“Even though we did our best to keep our templates and precedents up to date by printing off blank forms and
destroying out-of-date stock, it wasn’t a foolproof system – there would always be some old forms squirrelled
away in a drawer. With Iken, we have all our templates and precedents in a central electronic location, so we
only have to update them once. The correct version is instantly available and there is no confusion.”

“Detailed management reporting helps us monitor workload more effectively”

With a large department divided into four separate functions and over forty staff in total, the legal team 

needed a way to accurately track work levels. Iken comes with a suite of management reports that allow 

managers to see trends developing, balance workload and identify areas for improvement.

http://www.iken.biz/iken_case_management_software.aspx
http://www.iken.biz/time_tracking.aspx
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“Over recent years there has been an increasing need for good management information, which was 
something our old system simply wasn’t able to provide. Iken really helps in providing us with clear evidence
about the way we are working, so we can look at methods of increasing efficiency and making the work less
labour-intensive. It also ensures that we are aware if workloads are becoming too heavy, so we can reallocate
work if necessary.”  

“Efficiency gains have helped us exceed target hours by over 30%”

One of the legal department’s key performance indicators is the number of chargeable legal hours that 

fee-earners complete per annum. With Iken Time Recording, professionals can accurately record the amount

of time spent on cases and activities, so that clients can be billed correctly and with the minimum of extra work.

When combined with the time savings afforded by Iken’s automation of routine work, such as the population

of documents with frequently used information such as names, addresses and document references, the

results for Stoke were impressive.

“We present key statistical information to the Central Services Performance Board on a regular basis. Since
we’ve had Iken, each time we’ve reported to the boards, each team has exceeded their target legal hours.
Over one three month period, the Property team surpassed their target by more than 30 percent! This is 
partly attributable to Iken having reduced the amount of administrative work we have to do.”

“We’ve been able to demonstrate the value we offer”

One of the department’s most pressing corporate priorities is the continuing need to deliver value-for-money

services. With outsourcing of work inevitably carrying a higher cost to the council, the teams were keen to

bring more work back in house.

“We’ve always known that our in-house team operates at a significantly lower cost than work sourced 
externally, but before Iken we were less able to quantify this. Our Head of Legal Services had a vision of
expanding the legal team to encompass education and employment law, which had always been outsourced
previously. But this year we were able to approach the boards with detailed information on how we provide
best value, and as a result we’ve been given the resource to make this happen!”

“The Iken Business staff are friendly, knowledgeable and supportive”

The past year has been a period of considerable technological change for Stoke’s legal department – as well

as implementing Iken, they changed their email system to Outlook.  Andrea feels that they have been well

supported by the Iken project team. Each client organisation has a dedicated Iken project manager, and Iken

helpdesk staff are available to assist with queries via telephone, email and Webex throughout the 

working week.

“We had a lot going on, but the Iken Business staff were very supportive all along and made us feel confident
in the software. Every time we’ve approach the helpdesk they’ve been helpful and efficient, and they are very
patient even if we’ve asked a question before! We have a really good relationship.”

Future plans at Stoke-on-Trent

Much as they have achieved in the last twelve months, Andrea and her department are already making plans

as to how to further increase efficiency in 2010. They are keen to take advantage of Iken’s library of workflows

to help standardise working practices, and also intend to explore how the system can facilitate 

flexible working.

“As project leader, it was and continues to be important to me that Iken worked well for us,” concludes Andrea.

“I have only positive things to say, and not only would I recommend Iken, I have done so on several 
occasions. It has assisted me in providing the information necessary to maintain the Division’s Lexcel
Accreditation, and I’m looking forward to using its capabilities to make even more improvements 
as time goes on.”

For more information on Iken Solutions for Public Sector Legal teams, visit our 

website: www.iken.biz/publiclegal or call us on:0845 450 9201 (0117 373 0790)

mc-201-f01/0209



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


