
BRECKLAND COUNCIL 
 
Report of the Strategic Director for Services - Mark Stokes 
POLICY DEVELOPMENT AND REVIEW PANEL 2 – 24 July 2008 
 

HM REVENUE & CUSTOMS CHANGE PROGRAMME 
 

1. Purpose of Report 

1.1 This report provides members with brief notes on the HM Revenue & Customs 
(HMRC) Change Programme.  HMRC is currently consulting on this change 
programme with stakeholders.  Panel 2 are asked to debate the issues around the 
proposed changes and inform the consultation response.  HMRC local 
representation and the Member of Parliament have been invited to this meeting. The 
HMRC changes affect the citizens of Breckland through the proposed closure of the 
Revenues Building in Dereham.  The report is for information only, no decision is 
required. 

 

2. Recommendations 

2.1 There are no recommendations as this report is for information only. 

 
Note:  In preparing this report, due regard has been given to equality of opportunity, human 
rights, prevention of crime and disorder, environmental and risk management considerations 
as appropriate.  Relevant officers have been consulted in relation to any legal, financial or 
human resources implications and comments received are reflected in the report. 

 

3. Information, Issues and Options 

3.1 Background 

3.1.1 Introduction  

The ‘Change Programme’ is designed to support HMRC’s plans to modernise and 
transform its operations by matching work, offices and accommodation needs 
throughout the UK.  It requires a re-think on how its people and work are organised 
on the ground.  Customers will not be affected. 

3.1.2 Drivers 

• Amalgamation of the HM Customs & Excise and HM Inland Revenue estates 
and personnel. 

• Value for money for tax payers. 

• By 2011 HMRC estimates it will require approximately 25% fewer staff and a 
third less accommodation to deliver its business.   

• More efficient ways of working and removal of duplication. 

3.1.3 Method 

The Programme is being conducted via a rolling programme of reviews looking at 
initial proposals in each region.  It is mainly an internal review process including 
formal staff and union consultation but it will engage a wider programme of 
consultation with external stakeholders including local authorities and MPs. 

Each region is reviewed using a phased process consisting of: 

Phase 1 – diagnostic and proposals developed. 

Phase 2 – Feasibility and consultation on those proposals, and publication of views 



 

and finally decision making. 

Phase 3 – Implementation and impact assessment of vacation. 

3.1.4 Impact in Breckland 

There is only one HMRC office location in Breckland which is in Dereham.  The 
HMRC office in Dereham has been there since 1938 and is in a town centre location 
and currently provides 30 jobs. 

The Dereham HMRC office makes up part of Cluster 11 which currently has 480 
staff.  The requirement for 2011 is 400 staff for this cluster.  Cluster 11 includes 
offices in Dereham, Great Yarmouth and Norwich.  This cluster configuration will 
remain after the review. 

Dereham had 10,600 physical walk-in enquiries in 06/07 (compared to 35,500 in 
Norwich) which is average for a market town. 

3.1.5 Timetable 

Urban centres have already been reviewed and currently HMRC is now reviewing 
the Cluster locations.  Cluster 11 is currently in consultation, i.e. Phase 2.  Breckland 
Council and other stakeholders have been asked for their views within six weeks.  
The deadline for responses is the 25 July 2008. 

3.1.6 Proposal in Cluster 11 

• All face-to-face enquiry centres will remain; therefore it is understood that 
there will still be a presence office in Dereham. 

• Reduce staffing from 480 to 400 by 2011 

• Retain – Nelson House, Norwich – 190 staff 

• Retain – St Cuthberts House, Norwich – 70 staff 

• Withdraw – Revenue Buildings, Dereham – 30 staff 

• Withdraw – Havenbridge House, Great Yarmouth – 140 staff 

• Withdraw - Rosebery Court, Norwich – 50 staff 

3.1.7 HMRC Local Response 

We have been provided with a copy of the HMRC Local response to the 
consultation.  The following gives an overview: 

• PCS Norwich Taxes Branch (on behalf of HMRC local) does not accept the 
proposals for restructuring. 

• Reduction in face-to-face hours for customers is not acceptable for customer 
service. 

• Members are concerned about travelling further to work, costs of moving, 
career prospects and workloads. 

• Proposals do not break down savings by office. 

• Withdrawal from Great Yarmouth does not consider socio-economic impact. 

• Withdrawal of Dereham fails to take into account the low cost of 
accommodation, expanding population and increased burden on staff to 
travel significant distances to work. 

• The response proposes the retention of an office in Dereham and a reduction 
in the size of the office at Havenbridge House.  It also proposes to vacate St 
Cuthberts House in Norwich on a cost analysis basis. 



 

3.1.7 Breckland Council Involvement To Date 

• Breckland Council was contacted on the 13 June 2008 as a stakeholder to 
provide input to the review formally in writing. 

• Cllr Fanthorpe, Cllr Goreham, Cllr Nunn, Trevor Holden and Ralph Burton 
met Leena Curtis and Lee Sutton from the Dereham HMRC office on the 30 
June 2008 for an initial informal discussion.  Notes are at Appendix 1. 

3.1.8 Issues 

It is still unclear if Dereham will remain as an Enquiry Centre. 

HMRC has requested input from Breckland Council on the initial proposals on: 

• Local or regional economic factors which may be relevant to decisions on 
particular offices 

• Specific regeneration plans that may affect the proposals 

• Withdrawal or influx of any other government departments or large or 
significant employers in/out of the area in the last two years – jobs 
gained/lost 

• Plans for new or improved transport links 

HMRC central have agreed to attend a meeting on the 15 July 2008 at Dereham.  
Paul Smyth from the Workforce Change department and Les Smith who is the 
Regional Lead in the East for the programme will attend.  They have stated they are 
unable to attend any public Overview & Scrutiny Commission meeting. 

A copy of the consultation letter is at Appendix 2. 

3.1.9 Breckland Council Draft Response 

The Breckland Council response needs to strengthen the evidence and arguments 
put forward in the HMRC local response. 

It also needs to include reasoned arguments around commercial costs and 
environmental and rural impact. 

3.4 Options 

3.4.1    This paper is for information only.  Members are requested to debate this issue and 
inform officers about the content of the Councils response and submission to the 
consultation. 

3.5 Reasons for Recommendation(s) 

3.5.1 As per 3.4.1 this report is for information only and there are no options to consider 
and therefore no recommendations 

4. Risk and Financial Implications 

4.1 Risk  

4.1.1 I have completed the Risk Management questionnaire and this report does not 
require a risk assessment because the changes/issues covered by the 
recommendations are not significant in terms of risk. 

4.2 Financial  

4.2.1 None required. 



 

5. Legal Implications 

5.1 Nothing specific at this stage. 

6. Other Implications    

a) Equalities: None. 

b) Section 17, Crime & Disorder Act 1998: None. 

c) Section 40, Natural Environment & Rural Communities Act 2006: None. 

d) Human Resources: None. 

e) Human Rights: None. 

f) Other:  [e.g. Children’s Act 2004] None. 

7. Alignment to Council Priorities 

7.1 Priority: Prosperous Communities 

Objectives: 

• Promote the start-up, growth and retention of local businesses and the 
strengthening of Breckland’s entrepreneurial culture. 

• Protect and enhance our town centres. 

• Develop flourishing rural communities. 

• Promote the development of a more skilled workforce. 

Priority: Building Safer and Stronger Communities 

Objectives:  

• Promote the sense of community belonging and pride. 

• Ensure all services are provided in a fair and equitable manner. 

8. Ward/Community Affected 

All wards. 

 
Background Papers: 
None 
 
Lead Contact Officer: 
Name/Post: Ralph Burton – Economic Development Officer 
Telephone: 01362 656235 
Email: ralph.burton@breckland.gov.uk 
 
Key Decision Status (Executive Decisions only): 
This is a non-key decision. 
This is on the Forward Plan. 
 
Appendices attached to this report:  
Appendix 1 – Meeting Record of meeting between Breckland Council representatives and 
HMRC local in Dereham on 30 June 2008. 
Appendix 2 – Letter from HMRC central inviting response for consultation 



 

Appendix 1 
 

Date: 30 June 2008 

Time: 12.00 Meeting Record 
 Location: Breckland Council 

Meeting Title: HMRC Closure Programme Type of meeting: Exploration 

Facilitator: Ralph Burton Note / Minute 
taker: 

Ralph Burton 

Attendees: 

Leena Curtis – HMRC 

Lee Sutton – HMRC 

William Nunn – BDC 

Robin Goreham – BDC 

Michael Fanthorpe – BDC 

Trevor Holden – BDC 

Ralph Burton - BDC 

Notes & Discussion Points: 

TH - 

• What are the drivers for change were on this programme? 

• Confirmed that BDC does not want to see a withdrawal of the HMRC office from Dereham. 

LS - 

• Local HMRC does not want an HMRC decision that is damaging to the people who work in Dereham.  
Many employees in Dereham have worked there a long time.  There will be a big impact on those 
staff relocating or a cost inconvenience.   

• Local HMRC is against the proposals and wants to retain the jobs in Dereham that are currently there.  
A local network of support works; need to keep it that way.   

• HMRC are encouraging more people to use call centres, this is not focussing on customers prime 
need, the face-to-face approach works.  Local HMRC wants to retain a face-to-face service in 
Dereham. 

LC - 

• Contact centre national staff turnover is 20-40% which has a big impact on business.  HMRC wants to 
centralise in strategic centres, however ICT solutions exist these days to allow people to work 
anywhere.   

• HMRC local cannot see the business case for the change programme.  HMRC has been in Dereham 
since 1938, never had a staffing problem, is a cheap location for HMRC.  Currently HMRC Dereham 
import work from elsewhere.   

• The Cabinet Office (central government) has said it cannot make redundancies in this programme, 
however the staff are not necessarily in the right place and where people are moving out of HMRC is 
not the places they want them to leave.  Suggest asking the Cabinet Office for the cost for the 
redundancy and then add on the cost to recruit and employ in the right place including training costs – 
not good use of tax payer money.   

• HMRC local wants retention or expansion of Dereham branch.  Transport to come out of the city is 
better than going into the city.  HMRC central will only use NOMIS website for statistics, which could 
be inaccurate and will skew the result. 

• Env Impact Assessment will be detrimental in the decision to ask staff to transfer i.e. travel to 
alternative offices.  HMRC have said if people cannot relocate due to unreasonable distance they 
have to keep the existing office open.  HMRC central believes staff are in reasonable travelling 
distance to Norwich and KL, said staff can get to KL & Norwich within 45 mins – No! 

• HMRC central will take into account information from stakeholders – Only stakeholders are assumed 
to be Local Authorities and MPs. 

• HMRC Dereham has 30 staff, but up to a few years ago it was approx. 60. 

• HMRC estate belongs to Mappeley (since 2003). 

• Is a political decision finally.  The HMRC Workforce Change team will recommend to the HMRC 
Board who will in turn recommend to the Minister, Jane Kennedy. 

• Suggested savings in the cluster is £790k per year. 



 

Suggested BDC Response – 

• Strengthening the response from the HMRC local union branch. 

• Use arguments of cheapness in Dereham compared to City. 
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 Date 13 June 2008 www.hmrc.gov.uk 

 Our Ref        

________ Your Ref        

    

HM Revenue & Customs Change Programme: understanding our impact on local 
communities 

 
Dear Sir/Madam, 
 
Review of East  
 
HMRC is modernising its operations throughout the UK to focus more on what our 
customers need and to save taxpayers’ money.  We are currently reviewing how we 
organise our activities in East Dereham, Great Yarmouth and Norwich and are approaching 
you as a representative of the local/regional authority to give you the opportunity to provide 
an input to the review.   

By 2011 HMRC estimates it will require around 25% fewer staff and a third less 
accommodation to deliver its business. That means a radical re-think of how we deploy 
people in offices around the country, both to reflect our new, more efficient ways of working 
and to take out duplicate capacity as we continue bringing together the former Inland 
Revenue and HM Customs & Excise departments.  

What we are doing 

We are currently conducting a programme of reviews aimed at reducing and reconfiguring 
our existing accommodation - currently housing around 91,000 people in a network of 500 
buildings – in line with our future needs.   

We are consulting our staff and their representatives on how best to do this and as a 
government department, we are also mindful of the potential impact of our decisions on large 
and small communities across the country. We acknowledge that our decision to withdraw 
from a particular location can have a sizable impact on the local community. 



 

However, these changes are in the most part for ‘back office’ staff and processes only. Our 
face to face services, through HMRC Enquiry centres, will be retained where they 
currently exist or close by and where we work directly with customers our future business 
model will continue to provide face to face contact 

Reviews are being carried out region by region on a rolling basis.  We have now completed 
the large urban centres which house 78% of our staff, and are now reviewing remaining 
towns and cities where HMRC currently has a presence. The review process will continue 
during 2008 and implementation until at least 2011.  

Further information about the process for the reviews, including an A-Z list of locations, can 
be found on our website at http://www.hmrc.gov.uk/local/transforming-hmrc.htm. 

What we’re proposing to do in your area 

See annex below for specific details on what is proposed in your area. 

What we need your help with 

HMRC wants to consider the views of key stakeholders outside our organisation on the 
change proposals. Nationally we are engaging with a number of representative bodies, from 
both the commercial and voluntary sectors. I would stress that so far we have only made 
initial proposals, not decisions, about which buildings are to close.  Your input will be 
considered as part of our review.  If decisions are made later to keep open some buildings 
that were flagged as possibly closing, the knock on effect could be that some buildings that 
we currently anticipate remaining open will close.  It should also be remembered that 
although we are proposing to withdraw from some buildings, they will become available to 
other employers to lease thus mitigating any potential loss to the local economy. 

We are seeking information on our proposals in so far as they impact on your area as a 
whole and ask you to provide information on all the locations currently under review 
regardless of whether offices there are currently indicated as remaining open or to be 
closed.  In particular, we would be grateful for information on the following topics, which may 
not necessarily be readily understood or in the public domain.   

• Local or regional economic factors which may be relevant to decisions on particular 
offices.  

• Specific regeneration plans you consider our proposals would affect. 

• Withdrawal or influx of any other government departments or large or significant 
employers in/out of your area in the last two years.  If so, how many jobs were 
gained/lost as a result? 

• Plans for new or improved transport links which would have an impact on our 
proposals?  

Any comments you wish to make will be considered by the HMRC team responsible for the 
review, both in the run-up to decision making and during the implementation period that 
follows.  A summary of responses we receive will be published on the HMRC website at a 
later date. We would appreciate a response within six weeks of the date of this letter and 
would be happy for you to share this correspondence with your appropriate elected officials 
and local development agencies.   
 
Responses should be sent to: 
 
Paul Smyth,  
Workforce Change Programme: Community Feedback 
HM Revenue and Customs 
Room 95 
Somerset House, Strand,  



 

LONDON   WC2R 1LB 
 

Yours sincerely 
 
 
Mary Hay 
 
 
Mary Hay 
Director, Workforce Change Programme 
 
 
………………………………………………………………………………………………………….. 
 
Annex 
 
East Dereham, Great Yarmouth and Norwich 
 
HMRC’s estate in the above locations currently accommodates around 480 staff, of whom 
some 30 are based in East Dereham, 140 based in Great Yarmouth and a further 310 based 
in Norwich.  The number of HMRC people needed in this area is projected to reduce to 
around 400 by 2011.  Our initial estimates suggest that HMRC’s accommodation needs can 
be met by occupying a smaller number of buildings, and we are therefore proposing to 
reduce our estate in this region from five office buildings to two.  Enquiry centre services at 
Church Street and Havenbridge House will either remain in their current location or be 
relocated nearby. 
 
The proposal is to retain the following buildings: 
 

• Nelson House, Prince of Wales Road, Norwich, Norfolk NR1 1DR   (190 staff) 

• St Cuthbert’s House, 7 Upper King Street, Norwich, Norfolk NR3 1UX   (70 staff) 
 

The proposal is to withdraw from the following buildings: 
 

• Revenue Buildings, 24 Church Street, East Dereham, Norfolk NR19 1DP 

• Havenbridge House, North Quay, Great Yarmouth, Norfolk NR30 1HZ  

• Rosebery Court, St Andrew’s Business Park, Norwich NR7 0HS    (50 staff) 


