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An Introduction to Oldham 
• Population of 243,912, with continued growth
• Former cotton mill town
• Large ethnic minority population
• Inequalities in health, income, and all other measures
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Oldham’s Cost of Living Challenge: 
Compounding existing disadvantage...
• Indices of Multiple Deprivation: Oldham is ranked 16th out of 317 

English local authorities.
• Overall level of poverty in the borough

37.2% but significant and increasing disparities:
• Unemployment rates are the highest in GM : 

Adult: 6.9% ; Youth 9.6% (May 2022)
• Low incomes: median household income £25,357;

(national: £32,549); second lowest in GM
• Approx. 15.5% of households will have an income less than 40% of 

the median income ( 8% nationally)
• 15.2% of households in fuel poverty ( April 2021);
• 4.4% experiencing hunger ( January 2021)
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Cost of Living Dashboard 
• Monthly data from services (council & partners)
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The Challenges

“You don’t need to see the whole staircase, just take the 
first step”

Martin Luther King Jr
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What Are We Doing to Improve?
“Strategy is a route – an adaptable path to get us where 
we want to go” – Simon Sinek

Why?

How?

What?

The Golden Circle

Why do you do what you 
do? What’s the purpose?

How do you do what you 
do?

What do you do?
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Building the Strategy

“Don’t let what you cannot do interfere with 
what you can do” – John Wooden

Clear out the clutter

Don’t chase the uncollectable

Utilise data analytics, AI & automation
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Building the Strategy

Vulnerable 
customers

Affordability 
assessment

Data 
driven 

decisions

Engagement

Data 
Collection

Flexible 
payment 

plans

Segmentation
Review 

and adapt
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The vision

Money
• Achieve challenging cost 

saving targets
• Focus on the target cohort 

for revenue collections –
those that can’t pay, not 

those that pay or those that 
won’t pay

Team
• Resident focussed

• Proactive 
• Effective

• Efficiencies in processes allow 
for team to focus on value-

added activities
• An empowered team is a 
motivated and engaged team 

and in turn will have the added 
result of staff retention.

Process
• Support Residents to 
maximise income to meet 

expenditure – mechanisms to 
help the most vulnerable

• Support Residents to access 
the service via self-service 
methods where appropriate
• Efficient and add value

Culture
• Resident focused

• Embed Continuous Improvement 
beyond programme

• Empowered 
• Team members can take and 

give constructive criticism to 
each other and the processes, to 

foster a culture of shared 
learning without ego or blame 
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The Way Forward

3 Step Process 

Forecast Assist Safeguard
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Programme approach
We are planning to follow an Incremental approach. 

We are not going to be doing a Step change. 

A

B 

Time

Rate of 
Change

B

Planned Completion 
date Mar 2026
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Oldham Council
Back Office Automation (CTAX)
Revenues cases processed from 22/03/2024 to 10/04/2024

AUTOMATED 984 74%

PARTIALLY AUTOMATED 2 0%

BUSINESS RULES 339 26%

INVALID TRANSACTION 74

TOTAL 1399 100%
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Changing the Culture

Delivering a good resident experience is everyone’s responsibility.

We are committed to not make someone’s circumstances worse by 
the collection and recovery action we take at any stage of the 
process.

Supportive recovery action is not the enemy of effective collection.

“I’ve learned that people will forget what you said, people 
will forget what you did, but people will never forget how 

you made them feel.”
— Maya Angelou
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Any Questions?
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