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Transformation Update 

Report by: The Director of Transformation  
 

 

Report Summary 
 

Overall Summary of the Purpose of the Report 

Purpose: To provide an update on transformation being delivered across the Met.  

Summary: The Met continues to undergo significant transformation at scale. The 
paper provides an overview of recent delivery and current and future plans along 
with our current view of the risks to delivery at portfolio level. 
 
Key Considerations for the Panel 
 

The transformation portfolio consists of over 80 projects and has already delivered 
considerable benefits for the Met.  Changes to date have allowed us to manage 
rising demand with fewer resources and invest in new and existing capabilities that 
will improve our effectiveness. The implementation of our new Local Policing model 
will, when fully staffed, enable us to boost proactive capability and enhance 
Safeguarding provision, whilst providing a robust organisational platform for the 
future. We have aligned Specialist Crime teams to Local Policing to improve the 
proactive and reactive response to serious and organised crime across London.  We 
remain confident that the changes will, for example, lead to improved victim care in 
the long term once the capability of our investigators grows, and a more joined up 
approach to safeguarding.  During the next two years we enter a period of significant 
technology enabled change.  
 
Specialist change resource, active portfolio and risk management along with robust 
assurance will continue to be required to ensure success. 
 
Interdependencies/Cross Cutting Issues 
 

None apparent to the author. 
 
Recommendations 
 

The Audit Panel is recommended to: 

a. Note the content of the paper.  

b. Note the direction of travel with Transformation activity. 
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Supporting Information 
 

1.1. Background.  Over the period 2014 to 2019, the Met has: 

• Driven significant efficiency savings in back office services, reducing in-
house police staff roles by 4,000 whilst protecting front line policing as best 
we can.  HR and finance transactional services have been outsourced, 
driving savings and providing a modern IT platform, which is capable of use 
by other forces to maximise economies of scale.  

• Launched a new high quality website with the ability to report crimes online 
with 17% of all crimes now being reported via this channel.  The website 
includes “Your Area (Local Life)” webpages.  Each ward now has its own 
page, which provides crime data with linked crime prevention advice, and 
details of the local police team and their activities, fed from their social media 
accounts.  The site has been designed to create a single national platform 
for adoption across UK forces to provide consistent advice, content and 
online reporting capability.  It has already been adopted by 10 other forces 
with a further 12 expected to transition to it by March 2020. 

• Launched a new Telephone and Digital Investigation Unit, which, in June 
2019 alone recorded and investigated (where appropriate) 37,000 incidents 
and now deals with nearly 50% of all MPS recorded crime.  Cases passed 
to the TDIU reflect policy choices on risk and seriousness, and likely 
investigative opportunity.  Such cases would previously have been passed 
onto boroughs for deployment of response officers.  Not only would this not 
represent a good use of resources, such demand would also swamp 
response teams, substantially reducing their effectiveness.  Work continues 
to raise capability in the TDIU to ensure victims receive the best service 
possible through this channel. 

• Completed the work to brigade local policing from 32 boroughs into 12 
borough command units (BCUs). The new model, once fully staffed, will 
enhance Safeguarding provision by providing an additional 240 officers 
working in areas such as mental health, child exploitation and missing 
persons investigations, against an overall backdrop (at the time) of reducing 
resources overall.  BCUs will in time boost proactive capability and 
preventative ward-based policing, with two Dedicated Ward Officers 
(DWOs) in every ward and enhanced provision within schools. It also 
provides a revised investigative model, with most crimes being investigated 
by first responders.  This change was initiated as a result of concerns within 
the previous model at the number of hand-offs between different Met teams 
dealing with the same victim.  Work is on-going to raise overall capability 
and confidence amongst our response officers in investigations and victim 
care, and we remain confident that in time this approach will lead to 
improved victim care. Implementation of the new model has enabled a 
reduction in management costs and ensured that, despite a loss of c1,500 
officer posts in the local policing model overall, we put our officers in the 
right place at the right time to improve our response to emergencies and 
build closer working with partners. 

• Restructured our Specialist Crime teams to provide an improved response 
to serious and organised crime across London and improve working 
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arrangements with Regional and National policing.  Four Specialist Crime 
hubs, aligned to BCUs, now provide both proactive and reactive response 
to organised crime and Central Specialist Crime Services bring together 
experts to focus on vulnerability, cyber, fraud and offender management.  
The model is supported by a new Specialist Crime Tasking and Coordination 
(SCTaC) process to provide greater oversight and coordination of specialist 
crime resources against MPS Control Strategy priorities.   

• The initial phase of our transformation of intelligence has embedded 
intelligence resources into BCUs to provide a more coordinated local and 
central intelligence picture for serious violence and vulnerability, with 
positive early results.  

• Implemented automation of telephony processes through the introduction of 
Interactive Voice Response (IVR) technology and data capture within 
control rooms.  This has markedly reduced demand on call handlers and 
significantly reduced 101 call waiting times. 

• The introduction of the THRIVE+ decision making framework across MetCC, 
equipping officers and staff with the knowledge and confidence to prioritise 
and manage cases effectively, with the longer term aim of increasing our 
effectiveness in spotting and managing risk well. 

• Rolled out new technology to staff and front line officers including over 
36,000 laptops and tablets and 22,000 Body Worn Video enabling more 
agile working and improving visibility and public confidence. 

• Piloted changes in forensics to continue to innovate and meet the challenge 
of increase in demand for forensic services.  These include digital forensics 
capability such as a Rapid Drugs service to allow fast time analysis of seized 
drugs from suspects in custody to increase the changes of charges or 
Possession With Intent to Supply (PWIT) Cases and Remote Search and 
Review capability to allow easier searching and analysis of data extracted 
from mobile phones and similar devices. 

• The development and roll-out of mobile fingerprinting technology deployed 
to frontline officers, Roads and Transport policing, Territorial Support Group 
and other units.   

• Reduced police manager roles to increase the number of front line 
constables at a time of reducing numbers overall.  HMIC benchmarks now 
show the MPS having one of the leanest management structures.  Chief 
Officer roles have been reduced by 25%. 

• Increased firearms capacity in light of the terrorist threat.   

• Launched our external entry detective constable pathway.  This was a first 
for UK policing and has attracted individuals who may not otherwise 
considered a career in policing, as well as increasing detective capability in 
the Met.  442 officers have now joined through this route across 16 cohorts 
with a pass rate of 92% in the National Investigator’s Examination 

• Undertaken significant and complex restructuring of major contracts in 
estates and IT in particular, which were a barrier to innovation. 



AGENDA ITEM 9 

338 
 

• Begun a huge estates transformation – realising asset to reinvest in 
transformation; reducing revenue spend; and creating modern, flexible 
workspaces as part of our strategy to be an employer of choice. 

• Rolled out our Leading for London Development Programme, building 
leadership skills for 10,000 MPS managers. This is approaching its final 
stages and has been delivered in partnership with EY & Lane4.  An integral 
part of the programme has been the upskilling of coaches and facilitators 
within the MPS to create a joint delivery model and which creates 
sustainable capability in this area. The programme has delivered an 
integrated learning programme, including 5 days of workshops in small 
groups; 1:1 coaching sessions to ensure learning is translated into the 
workplace; psychometrics; digital learning tools; and ‘pledges’ that commit 
individuals and teams to action. There have already been over 8,000 
attendances at initial workshops and over 15,000 individual coaching 
sessions. 

 
1.2. 2019 and Beyond. We continue to have an ambitious transformation portfolio 

going forward.  Aligned to the Met’s strategy, and delivered through robust 
programmatic controls, our programmes will safeguard delivery of the large 
capital investments we are making and secure significant improvements to our 
capability and effectiveness (in addition to improving efficiency).   
 
This is against the backdrop of the likely national increase in officer numbers.  
This is a very welcome change but there is currently uncertainty in relation to 
the Met allocation.  Management Board will decide in due course where this 
additional capacity will best be deployed to have the greatest impact.  It is 
critical that, where we have flexibility, we place the additional resource in the 
areas where they will deliver most impact in keeping London safe. 
 

The following changes are planned within the next two to three years: 

• Continued expansion of our online reporting capability, reducing demand on 
the front line whilst increasing public access and improving outcomes and 
continue the development of the “Single Online Home” (SOH), working with 
35 other forces across the UK to develop a unified online presence. 

• Expansion of THRIVE methodology into other areas of the Met to support 
the effectiveness of decision making and risk management, and 
prioritisation of deployments, focussing on incidents where a physical 
response is most required such as violent crime or vulnerable persons. 

• Creation of local despatch capability within BCUs to allow improved 
teamwork between despatch and frontline officers, giving a clearer picture 
of operational activity over the BCU area.  This will enable BCUs to more 
effectively and actively manage risk, demand and resources whilst 
developing more local expertise.   

• The implementation of CONNECT, our integrated technology platform to 
consolidate nine of our legacy systems into one.  Since the contract award 
work has been underway in relation to technical design, delivery and 
configuration. Significant business change activity is now underway working 
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with all areas of the business and to develop plans and materials for 
communications, training and a robust process for assessing business 
readiness prior to going live.  Implementation will be in two phases with 
Custody, Case and Property in autumn 2020 and Intelligence and 
Investigations in summer 2021. 

• Continued development of Intelligence and Tasking & Coordination to build 
greater capability, support increased collaboration with partners and drive 
intelligence-led policing that is efficient, sustainable and affordable. 

• Ongoing modernisation of forensic services by continuing to roll out pilot 
initiatives and delivering new digital capabilities, improving the ability of 
officers to extract and analyse digital data and use it to drive positive 
outcomes in court. 

• Implementation of the Police Education Qualification Framework (PEQF) in 
2020 to equip future officers with the skills and knowledge to meet the 
challenges of modern policing. This is a national programme which will 
provide new routes of entry into the Police. 

• The transformation of Learning and Development in line with our 2025 
strategy, creating a learning organisation to increase our agility to adapt and 
develop new skills at pace.  This will include the introduction of a new 
Learning Management System and development of Communities of 
Practice to improve Continuous Professional Development opportunities. 

• Our Information Futures programme will deliver against our aim to use data 
and intelligence to drive significantly better operational efficiency and 
effectiveness.  We believe there is huge untapped opportunity here.  Work 
has started this year to implement a Data Office to deal with compliance 
responsibilities, improve operational effectiveness and seize opportunities 
to innovate with advanced data techniques to help us predict, prevent and 
intervene in crime 

• The replacement of our Command and Control system in 2021 and our 
Resource Management System providing up to date technology that allows 
us to have the right information to deploy the right resources in a more 
intelligent and targeted way. 

• The evolution of MetCC, TDIU and Local Resolution Teams in BCUs into an 
integrated ‘Contact and Resolution Service’ further improving how cases are 
triaged and with a focus on improving victim satisfaction. 

• Further review of how our critical operational support functions provide 
effective support to officers and staff with priority areas including securing 
the long-term continuity of the Vehicle Recovery and Examination Service 
and a sustainable model for Fleet services.   

• The continuation of our ambitious estates programme – selling under-
utilised buildings and reinvesting in the quality of the estate to build modern, 
flexible workplaces that support smarter working and improved 
collaboration.  In parallel, work will continue to introduce smarter, flexible 
working initiatives to optimise the use of our buildings. 
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• Creation of a new Counter Terrorism and Organised Crime (CTOC) Hub 
allowing CTOC teams to be brought together in one location, providing 
increased flexibility and interoperability to respond to changing threats. 

• Effective delivery of growth enabled by additional Government investment, 
to ensure the best outcomes for London. 

 

1.3.  Risks.  Transformation of this scale is not easy, and not without risk. We are 
proactively managing the key risks that threaten the successful delivery of 
transformation benefits.  Some of the key risks and high level controls are as 
follows: 

• Transformation impacts on operational performance.  We have 
developed a change heatmap to allow us to monitor areas impacted by high 
levels of change at any given time and where the most significant risk to 
impacting on operational performance therefore exists. We are also 
undertaking pre-go-live readiness assessments to ensure operational teams 
are willing and able to change. Post-implementation, we are monitoring lead 
indicators to operational performance to detect and correct any unintended 
impacts. 

• We are not able to engage our staff and bring them with us during the 
transformation.  Our focus is particularly on improving public confidence 
and raising capability in investigators through the MI Investigation model. 
We continue to develop our business change approach. A Local Change 
Network is in place to ensure that change is business-led and we have 
senior officers acting as Business Change Managers within programme 
teams. 

• We are not able to achieve the cashable benefits we are targeting.  
Clear standards have been set for managing and tracking benefits through 
to realisation. The Business Change Managers also play a role in realisation 
of benefits. 

• We are unable to manage the scale, complexity and interdependent 
nature of the portfolio or lack the resources to deliver. We have 
developed our approach to managing the dependencies across the 
programmes and review the portfolio on a regular basis to assess whether 
we have the capacity and capability to deliver. 

• We struggle to effectively lead and direct the transformation.  Our 
Leading for London and Strategic Transformation Leadership Programmes 
are developing our organisational leadership capability and we continue to 
invest in capable programme leadership through Programme Managers and 
Senior Responsible Owners (SROs). 

• We fail to align to national programmes and initiatives.  We continue to 
identify and map these to our current portfolio to ensure alignment. 

• We are overly reliant on third parties to deliver.  Our recruitment effort 
continues in support of our ambition to have a world class MPS 
transformation capability. We have put in place a training programme to 
develop our staff with the skills they need to deliver. Nevertheless, the scale 
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of the portfolio means we will need to continue to use external skills to bring 
confidence in excellent programme delivery.  Recruitment of Change 
Specialists (including programme and project managers) remains very 
challenging, and may require us to scale back programmatic delivery of 
some areas of the existing portfolio.  This is a live issue 

• The scale of training needed to implement the change exceeds our 
capacity.  We are managing this risk carefully at portfolio level and have 
strong mechanisms in place to ensure that the training needs of the 
transformation portfolio have adequate visibility alongside BAU 
requirements. 

 
2. Equality and Diversity Impact 

 
Equality and diversity impacts are assessed by programmes and projects on a 
case by case basis. There are no additional equality or diversity impacts arising 
from this paper. 
 

3. Financial Implications 
 
This work has financial implications in the Met but there are no additional 
implications arising from this paper. 
 

4. Legal Implications 
 
Legal implications are considered by programmes and projects on a case by 
case basis. There are no specific legal implications arising from this paper.  

 
5. Risk Implications 

 
See Paragraph 1.5 above.  
 

6. Contact Details 
 
Report author: Wendy Norris Wendy.Norris2@met.police.uk 
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