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Foreword

If there is one thing that has affected the way we all live today, it surely has to be
Information Communication Technology — ICT as it's better known. Its rapid development
has had an enormous impact on how we carry out our daily activities both in the
workplace and in the home. In moving forward, we need to be aware of these
technologies and their capabilities, utilising them to best effect in delivering service
improvements for our residents

The Council's Information and Communications Technology (ICT) Strategy was last
updated in September 2003, covered the period up to September 2006 and focused on
the planning for the replacement of our main legacy systems with modern application
systems and the provision of a new voice and data network. This update of the strategy is
in a wider context, with more emphasis on interaction with residents and making our
earlier investments work. It brings together the Councils commitment to e-Government,
the Transformation Project and other efficiency driven objectives.

In recent years, South Cambridgeshire District Council has been at the forefront in its use
of technology. Our strategy, and the use of technology will continue to feature as part of
our programme of transformation. Supporting our corporate aims and enabling us to meet
local and government targets for electronic service delivery, the strategy underpins our
drive to improve customer services and extract the benefit from our e-government
investment. E-government is about more than just technology; it is about using the
benefits derived from the technology to change the way we work and in the process,
improve our service delivery. Put simply, the existence of technology does not make
things better, the correct application of that technology does.

Whilst the strategy rightly focuses on supporting the direct provision of services from
South Cambridgeshire District Council, it also recognises that shared services and
partnerships are key to our ability to continue to deliver improved services in the future

Endorsed by both the Management Team and elected Members, the Strategy identifies
the Council’s approach to the use of Information and Communications Technology (ICT).
A period of 3 years has been chosen as the period of time over which there is a realistic
expectation of predicting the Councils requirements and deliverables. It is not intended to
provide detailed analysis, business case or justification for the programmes of work that
will be required, as these will be promoted on an individual basis.

Building on the significant achievements to date, this Strategy has ambitious, but
attainable, aspirations that will deliver further benefits to all.

Greg Harlock
Chief Executive

ICT Strategy 2006-2009 Cabinet 12.10.2006.doc Page 5 of 54
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1

11

1.2

Introduction
Purpose and scope

The purpose of this document is to provide the vision and aspects of the Council’s ICT
Strategy for the next 3 years. It will be used to provide a sound platform for the Council’'s
continuing development of ICT and ensure that investment is used to deliver better
services that suit our needs and preferences.

The document seeks to include the full range of ICT services covering:

Applications and services

Technical infrastructure for voice and data systems

Users (Members, officers and the general public)

Shared services where appropriate

Embodiment of the government’s new vision for ICT as identified —
Transformational Government.

In addition to this Introduction, the document has 2 further sections covering Systems &
Applications, and Technical Infrastructure. Overall, it is not intended to be a highly
detailed technical document but necessarily one which sets out the broader intentions of
the strategy with reference to relevant additional information.

Background and basis

Following the adoption of the ICT Strategy 2002-2005, ICT Strategy 2003-2006 and the
successful programme for Implementing Electronic Government (IEG) which culminated
in the IEG 6 Statement of March 2006, this strategy builds on those earlier ICT-related
publications, and is to be read in conjunction with the Implementing Electronic
Government Statement 2006.

Fundamentally, the objective of the ICT service is to help the organisation to achieve its
goals, either by doing things more efficiently, or in a different and better way. For this
reason, the ICT Strategy continues to support the Councils published Corporate
Objectives (see Appendix A) and our Medium Term Priorities.

ICT has a large part to play in supporting each of the objectives, it is best summarised in
Objective 1 and Priority 1:

Objective 1

“The Council will work to ensure that it provides the services that people
expect, delivered in a way that is convenient and relevant to their needs. The
Council’'s aim is that people should be able to contact the Council in a range of
ways (telephone, face to face or electronic) at a convenient time of day;
receiving a helpful and courteous reply; and being assured that the Council will
do what it says. The Council wishes to use innovative means to bring it closer
to people. No one should find it difficult to access Council services through
disability or any form of disadvantage. Ensuring the public’'s money is well

ICT Strategy 2006-2009 Cabinet 12.10.2006.doc Page 6 of 54
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1.3

1.4

15

spent and constantly seeking more efficient ways of working are equally
important”.

Priority 1
“We will do this by continuing to improve and expand the service provided by
the Contact Centre which was opened in 2004 and provides a service from
8am to 8pm six days a week. We will develop our computer systems to ensure
that we can respond to people’s requests more quickly and efficiently. In
particular, we will increasingly enable residents to access Council services
through the web-site and other technology. Finally, we will publish and work to
service standards so that users of our services will know what levels of service
they can expect and to deliver consistent customer service from our staff”.

In addition, Objective 4 emphasises the importance of partnerships, and this is reflected
within the ICT Strategy.

Monitoring and update

The e-Government Programme Board and the Resources, Staffing, Information &
Customer Services Portfolio will monitor the achievement of the ICT Strategy, through
reports from the Assistant Director (ICT).

To maintain focus and ensure adoption of best practice, the ICT Strategy document will
be revised and published each year. Urgent changes may be made if necessary in order
to support major decisions taken by the Council.

Assumptions

The following assumptions have been made for the coming 3 years:

a) There is no fundamental change in the structure of Local Government.
b) The Council will continue to provide similar services.
c) The Council’s locations are:
e the main offices in Cambourne
o the depot in Waterbeach
e Sheltered Housing schemes
e Milton Country Park.
d) The Council's main switchboard and a range of customer-facing services continue to
be provided from the Cambridgeshire Direct Contact Centre in St Ives.

Strategy Highlights

Best practice governance to ensure a first class ICT service though which we can deliver
first class public services.

Adoption of principles for partnership working to encourage the deployment of shared
services and a shared strategic vision.
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1.6

In partnership with Cambridgeshire County Council and Cambridgeshire Direct, the
provision of a ‘one-stop’ service for assisted public access by telephone.

Use of tried and tested technologies to support access to Council systems and services
via the internet or other channels as appropriate to the service being delivered.

Continued development of the technology in which we have invested, ensuring it can
adapt and grow to match our requirements, provide both us and our partners the
capacity and facilities required to deliver our services.

Modern systems for staff and elected members, based on the Microsoft platform, to
provide the functionality, resilience and reliability we require.

ICT services which continue to make best use of the Council’s investment and provide
added value to service areas.

Exploration and exploitation of emerging technologies that enable better ways of
working.

Annual review of the strategy to ensure adoption of best practice and alignment with the
Councils Corporate Objectives, taking advantage of the enhancements and
technological changes that may support the Councils aspirations.

Reviews and approvals

Comments have been received from the following:
o members of the Council’'s ICT Division
o the Council's e-champions (Chief Executive, Mr Greg Harlock and the
Resources, Staffing, Information & Customer Services Portfolio Holder, Clir
Simon Edwards).

Approvals have been given by:
e Management Team
e e-Government Programme Board
e Cabinet
e Council
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2 Main principles

2.1 Vision statement

ICT Vision statement

It is the Vision of South Cambridgeshire District Council to understand
and satisfy the needs of all our citizens.

This will be achieved by providing the most convenient and efficient
means of access to a complete range of services for our customers,
suppliers and partners.

We aim to enable the citizen to conduct as many aspects of business as
possible at the first point of contact.

We will provide increased availability of the services by means of
telephone, face to face contact and where appropriate, easy to use
electronic means.

We will achieve our Vision by:

Enabling every transaction that can be, to be carried out electronically. We will
evaluate all the possible options to achieve this in the most cost-effective
manner.

Giving residents online access to the services and reducing the costs of
handling simple enquiries.

Improving service quality where delivery is through telephone or other personal
contact through the adoption of ‘Service First’ and clearly understood customer
service principles. Where appropriate (for efficiency or the convenience of the
customer), we will provide this in conjunction with other partners.

Transforming the way we work by changing our business processes and the
supporting IT systems to improve flexibility and efficiency. We will identify
opportunities for these changes through internal and external assessment.

Identifying and developing systems, processes and procedures to improve the
service delivery, increase efficiencies and cost effectiveness. We will continue
the development of critical business systems for the delivery of our services
including:

where possible, common databases including a Local Property Gazetteer.
an enhanced and generally accessible Geographical Information System.
an integrated HR/Payroll system.

a fully electronic procurement system, from ordering through to payment.

* ¥k K %
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* an Electronic Document Management system including Document Image
Processing and workflow automation.

*  Unified Messaging services to improve customer access and
communications.
remote access to applications and services.
continuing development of the Contact Centre and the CRM (Customer
Relationship Management) system.
better management of our information resources.
where possible, integration of our back-office systems.
such other systems as will help deliver our Vision and are cost-effective.

. Identifying further opportunities and engaging with partners for the delivery of
Shared Services especially in the areas of technical standards, common
infrastructure, data sharing and information management.

We will achieve these deliverables by:
. Ensuring excellent ICT governance and project sponsorship.

. Supporting the systems and user requirements through the development of a
team of highly skilled professionals.

. Alignment of the support infrastructure and processes with the principles of ITIL
(IT Infrastructure Library).

. Encouraging the development and use of programme and project
management.

. Providing application suites and tools to enable staff to work in the most
efficient manner.

. Where appropriate, ensuring support for mobile and remote workers.

° Monitoring and target setting including relevant SLA’s (Service Level
Agreements) to deliver continuous improvement.

. Identifying required capacity building programmes.

2.2 An ambitious but reliable service

The ICT Strategy underpins the aspirations of the Council’s ‘Transformation Project,
drive for continuous improvement and achievement of those goals which will measure
our improvement; the aim of the ICT service will be to continue to deliver significant
service enhancements aimed at assisting in the delivery of those improvements and best
value services.

The ability of the Council to introduce, resource and deliver change is one of the big
challenges. The potential impact on the quality of the operational service and the
ongoing resource implications will be taken into consideration when projects are
planned.
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A key enabler of that change is the Contact Centre and the continuing commitment of
the Council to the relationship, which sees our high volume customer services being
delivered through the partnership with Cambridgeshire County Council.

2.3 Prioritisation
The Council’s priority needs from the ICT service are as follows:

a) To continue the work in developing the major back-office applications onto modern,
well-supported systems which conform to industry and government standards and
actively encourage the integration of systems where possible and cost effective to
do so.

b) To continue to develop a high quality service from the Cambridgeshire Direct
Contact Centre in partnership with the County Council, other participating
District/City Councils and public service providers.

c) To ensure development of opportunities for service improvement and the
establishment of consistent service across the various access channels by means of
a common Customer Relationship Management (CRM) system and Knowledge
Base.

d) To ensure a level of expertise and knowledge is developed and maintained to
support the Council in its continuing ambitious programme for service development.

Other developments are planned and identified in the ICT Service Plan; milestones and
target dates may have to be flexible to allow priority services to be delivered.

2.4 Where We are Now

Over the past few years we have replaced legacy systems that lacked the functionality
we now require. Good modern business applications provide the environment where the
integrity of the systems and the data they hold can be maintained. These applications
generally operate in client/server mode, a well established and secure way of working.

2.5 Where We are Going

Where possible, client/server applications will be supplemented by web technology using
an internet browser to make system access more widely available. This is part of a
growing trend; web based applications can provide additional flexibility and facilities for
remote working, off-site use, public access and business interaction.

Providing this access requires changes to processes, procedures and controls which
needs to be carefully planned t maintain integrity of the systems and data. In many
cases we have already established limited public access to relevant information and
over the next 3 years it is planned to increase web based access, but in a controlled way
so that integrity and security of the data are maintained.

Standardisation of our server platform from the current mixed solution to the Microsoft
Windows Server 2003 will provide a more easily supported and feature rich environment.
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Similarly, the same rational is to be applied to the desktop systems ensuring a stable set
of IT tools which will enable staff to carry our their duties in an efficient and cost effective

manner.

Client / Server
Applications

Windows 2000
Windows 2003
Sun Solaris
Server
Operating
Systems

Windows
2000
Windows XP

Desktop
Operating
Systems

Microsoft Office
2000 Desktop
Application
Suite

Outlook 2000
Outlook 2003
Messaging
Systems

2006

2.6 Innovation and risk

LR R

Web/Browser
based
Application

Windows 2003
Server
Operating
Systems

Windows XP

Desktop
Operating
Systems

Microsoft Office
2000 Desktop
Application
Suite

Outlook 2003
Messaging
Systems

2007 and beyond

We will not normally undertake significant pioneering projects, but will adopt new
methods and technologies when a significant advantage has been identified through the

business case methodologies.

This remains the overall approach, but where some of our developments are found to be
more leading edge than was expected, these will only be undertaken with appropriate

approvals.
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2.7

2.8

2.9

As a result, South Cambridgeshire continues to maintain a reputation for taking bold
strategic decisions in its ICT development, and making them work.

There must be an effective process to ensure innovation, to encourage the development
and design of better, more joined up services as the technology itself develops.

Risk assessment and management is included in the ICT project methodology. Unless
there are unusual circumstances, the overall lower-risk option is be taken, but in the
context of a long-term view.

Supplier Management

A continuing forward look at the demand for and supply of IT services to ensure capacity
requirements are met. Active management of the relationship with suppliers and where
appropriate, procurement through agreed framework contracts.

Partnership

The main Public Sector partners for the ICT service are the County and District Councils
within Cambridgeshire. Joint projects are actively encouraged, in particular where they
would lead to a more integrated provision of services to the residents of South
Cambridgeshire. However, where such joint working impacts upon or could jeopardise
the development of the Council’s direct service enhancement it will take a lower priority.

Partnership working within Cambridgeshire is actively encouraged. There are steering
groups or partnership boards for the major areas of cooperation, such as the County and
Districts IT group, the Contact Centre, the Cambridgeshire Community Network and the
Cambridgeshire Portal.

The Contact Centre is key to our customer contact and service delivery initiative; the use
of the CRM to record enquiry details adds value to the customer experience. Currently
handling approximately 260,000 calls per annum, the Contact Centre is the first point of
contact for many of our services. At the time of writing, there are 16 FTE (full time
equivalent) delivering SCDC services.

Private Sector partners will be appointed where they are able to provide skills and
resources more efficiently than could be made available in-house, or where this would
lessen the risk to the Council’s services. At the time of writing, such partnerships exist
with NDR (for Disaster Recovery services), The Software Practice (for ICT training) and
GDC & JDi (for GIS).

Funding
As identified in the Councils IEG statement (IEG6) produced March 2006, the Council
has over the past 5 years made a significant investment of £5.9M, of which £4.6M was

from internal revenue and capital budgets, in upgrading our ICT systems and introducing
e-Government.

Capital and revenue funding of £1.5M for 2006/7, and £1M for 2007/8 has been
committed to the development of those ‘e-systems’ and services to bring forward the
benefits of that development. This funding has been identified in the Council's Medium
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Term Financial Strategy and will be reviewed in line with the normal budget planning and
approvals process.

External support for ICT-related developments has included a number of capital grants
from central government including £900K for IEG and £130K for broadband deployment.
Other grants have also been successfully obtained, and are being applied to ICT
developments.

The challenge now is to ensure we reap the benefit of that investment and enjoy the
efficiencies and enhancements we have identified. In conjunction with the
Transformation Project, ICT systems developments will be key to ensuring that business
processes can change and that change is for the better, enabling greater delivery at less
cost.

We will continue to work with central government and its agencies, and our partners to
identify potential sources of additional external funding.

2.10 2006 and beyond

The term ‘e-Government’ is disappearing as the Council develops its technology. In
becoming a modern, customer focused and efficient service organisation, transformation
is very much the way forward..

e-government has been used to describe the attainment of better quality, more cost
effective services. Over the next years, and beyond we will continue to work to
demonstrate how e-government is making a real difference. In particular, we will focus
on realising the full benefits in terms of:

o value for money — building the efficient and effective Council that our
community deserves;

0 take up — promoting awareness, improving the availability and accessibility of
services.

0 new access channels that can make real changes to the quality of life
for ordinary people; and

0 organisational change — developing new skills, simplifying procedures and
changing ways of working to meet the changing demands.

Service First will provide the standards by which the Council will address its customer
requirements, extracting the full benefit of our ICT systems (our e-government) will key
to ensuring the success of this important initiative. Using the technology to support
processes, staff will have more opportunity to engage with the public in a much more
professional and efficient manner.

2.11 Transformational Government

Central government continues to champion the use of technology to support business
and process efficiencies. In promoting these technologies, the delivery of public
services benefiting communities is very much at the forefront. Opportunities lie in
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improving transactional services and in reforming the infrastructure used to deliver those
services.

In essence, technology enabled transformation will help ensure that:
0 Choice continues to be an option and will be provided through the use of both
existing and new access channels.
o0 There will be identifiable benefit from efficiency gains
0 Resources can be effectively managed and provide additional support for the
‘front-line’.
0 Residents will feel more ‘engaged’ with the Council.

Key to the achievement of these will be the acceptance of change. The challenge is not
just about ‘doing IT better’ but in ‘doing IT differently’, to support joined up and more
personalised services.

South Cambridgeshire District Council will continue to monitor government initiatives

such as ‘Government Connect’ and participate where justification and benefit can be
identified.

2.12 Relationships with other strategy documents

In addition to the background documents mentioned above, the following were reviewed
during the preparation of this ICT Strategy:

Current ICT Strategies for other local authorities.

National Strategy for Loca