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Purpose of Strategy

The purpose of this strategy is to identify the key themes and focus for improving the use of technology in the organisation.  This strategy follows on from the Customer First (e-government) Programme, and seeks to ensure that we make best use of our technology to enable us to deliver our priorities under the Corporate Strategy 2008/12. The strategy will also support the delivery of the Shaping Up for Excellence programme.

Linking with the Corporate Strategy

The ICT Strategy will support the delivery of a number of objectives within the Corporate Strategy, including

The Environment is Clean and Green

· Braintree District Council’s carbon footprint will have reduced

People Take Pride in their local areas

· People will have a greater understanding of the Council and what it does

· More people will take part in local democracy and in decisions which affect their local areas

We deliver Excellent, Cost Effective and Valued Services

· All of our services will have been robustly reviewed and improvements put in place

· Greater use will be made of our website and more transactions will be available electronically

· People will be able to access a range of services through a one stop shop office and customer service facility

· People who come to live in the district will be able to easily find out about the District and services that are provided here

· Our citizens will be more satisfied with how they feel about the council and about whether we provide value for money.

As well as direct support for projects under these themes, we will be supporting services to deliver their projects under all themes of the Corporate Strategy, as many of these projects will have some reliance on technology to deliver them.

Linking with Shaping Up for Excellence

The Shaping Up for Excellence programme is designed to ensure that we meet our objective to deliver Excellent, Cost Effective and Valued services in the Corporate Strategy.

It is the internal improvement programme that supports the delivery of the Corporate Strategy.

The four key themes within this programme are

· Improving Customer Service

· Innovation and Efficiency

· Communications and Engagement

· People and Performance

The ICT Strategy will deliver projects and performance improvement to meet the objective in the corporate strategy and the Shaping Up for Excellence Strategy within that.

This strategy will take us to 2012 and the end of the Corporate Strategy

Focus Areas for ICT

Each of the focus areas for ICT over the next three years are designed to meet the objectives of the Corporate Strategy directly, or the Shaping Up for Excellence Strategy within that.

Improving Access to Council Services 

The web improvements will improve access to services, but there are a number of other improvements that ICT will either lead or support.  These include:

· Increase use of SMS text facility and provide mobile phone access to our website to allow customers to use their mobile devices to access our services

· Supporting the review of face to face services provided across the district, including implementation of chosen options

· Ensure that staff, where possible have the access to information they need when they are in the community delivering services by use of mobile technology and remote access to information

Improve Efficiency and delivering business solutions

One of the key benefits of using technology is that it often leads to improved efficiency in the way that we work.  It can reduce the time taken to deal with customer requests, reduce the need for repetitive tasks to be undertaken manually and provide a new way of delivering services that improves the handling of information and will lead to reduced costs and improved customer satisfaction.  There will continually be new opportunities to use technology to improve our efficiency, however the key focus areas for the next three years are:

· Improving the integration of Council ICT systems to reduce the amount of duplicated process and duplicated information.

· Reducing paper and printing consumption through the use of technology

· Improving the management and security of information to ensure that we are using it correctly and we can continue to be sure we are doing everything to keep our customers’ information secure

· Improve the links between major databases and match up the address information we have on each database to ensure we have consistent information across the authority

· Update and upgrade our systems regularly so that we have access to the latest functionality available to help us deliver our services

· Support the Three Towns One Vision programme, specifically the proposed new office and joint customer access facility in Braintree to ensure that it has access to the most appropriate technology to deliver excellent, cost effective and valued services

· Evaluate the partnership contract with Serco, which is currently due to end in March 2011

· Improve the use of technology in the organisation by raising awareness of what tools are available for staff and ensuring that they have the skills to use these tools

· Continue to research and evaluate new technologies that could enable us to improve efficiency

· Support services to review their use of systems and technology to ensure that they have the right tools to deliver their service.

· To support services to help their staff work flexibly by ensuring that services have the technology, information and skills needed to work from home.

· Ensure that BDC has an effective ICT business continuity and disaster recovery plan

Web Improvements  

The website is one of four key methods of customers accessing our services, along with telephone, written communication and face to face.  It is also a key method of our customers communicating with us and being involved in making decisions which affect them.  As the number of users to the website increases, so do their requirements.  One of the key themes of the ICT Strategy will be to develop our services in line with customer requirements.  Not all of the projects that we will be conducting over the next three years can be identified yet, as these will depend on the changes in requirements from our customers and the technology available, but the key projects already identified have been detailed below:

· Review online consultation tools including the use of formal consultation software, web blogging, forums and online surgeries, to ensure that stakeholders and citizens find it as easy as possible to feedback on issues that affect them

· Review content management system currently used for BDC website to ensure it can support our changing requirements

· Increase the number of services that can be paid for online 

· To continually review and improve the services available online.  This has been an ongoing process since the creation of the first website, and develops as the needs of our customers develop.

Green ICT 

One of the priorities of the corporate strategy is to reduce the carbon footprint of Braintree District Council.   One of the key initiatives within the Carbon Management Programme is to reduce the amount of power used for technology.

Projects over the next three years that will be reviewed include

· Review Server estate and Desktop PCs, with a view to reducing the amount of power used by PCs and Servers.

· Review the use of automatic shutdown tools for pcs and peripheral equipment

· Review the use of tele/web conferencing equipment to reduce unnecessary travel to meetings

· Review the power usage of the server room and identify any possibilities to reduce power usage.

· Support the next phase of the Multi-Functional Device rollout to reduce the number of printers required in the authority.

Use of technology for Members

Increasingly the role of the member requires them to use technology.  Many constituents like to communicate with their members online and members need to access a wide range of information quickly.  We will be working to:

· Improve online access to resources and information with the creation of a secure area on the BDC website exclusively for members.

· Review the ICT support model for members to ensure that they can access help in using technology when they need it

· Review the online communication tools between members and their constituents

Delivering Business Improvement

The ICT service is delivered in partnership with Serco.  Whilst focussing on the areas above for the next three years, we will also be delivering our normal service and ensuring that staff have the tools and information that they need.

The day to day service delivered by Serco is set out in schedule 5 of the Service Level Agreement with Serco.  The areas that this covers are:

· Support of PCs and peripheral devices

· Support of ICT applications

· Support of Data and Voice network

· Support of ICT infrastructure

· Support of other hardware/software

· Support for ICT projects

· Supporting staff to use technology

The internal ICT team have overall responsibility for delivering ICT across the organisation.  This includes:

· Management of Corporate Systems

· Administration of UNIform, IDOX and GIS systems

· Maintenance of Local Land and Property Gazetteer

· Management of Website and related systems

· Procurement of ICT equipment

· Management of major ICT contracts, including Serco, telephone contracts and mobile phones

· Supporting staff to use technology

· Providing business analysis and project management support for services in ICT related projects

· Developing ICT policy for the organisation

· Researching new technology and new requirements

As a service we work closely in partnership with other authorities across Essex to ensure that we deliver an efficient and effective service.  The Essex Online Partnership has membership from every authority in Essex and has joint resources to research emerging ICT issues, procure ICT equipment.  The outcomes for Braintree District Council for this have been to 

· Reduce the cost of PCs and laptops by over 50%

· Provide a secure intranet for data and systems – This is used by us at Witham Library, and also gives us access to the contaminated land database from ECC, the emergency planning database at Chelmsford BC and file shares for EOLP, Essex Works Flexibly and the Essex Legal Partnership

· Reduce the cost of researching projects which all authorities need to conduct such as Government Connect

We will be continuing to work in partnership with other Essex authorities over the next year.  Some of the joint projects will include

· Procurement of aerial photography

· Research and possibly procurement of an ICT Health check service

· Jointly developed ICT Security training for staff

· Development of ICT Security Policies

· Investigation into a joint ICT disaster recovery solution

ICT Policies

There are a number of policies covering the use of ICT in the organisation.  These policies ensure the correct and safe use of technology and the information handled through the use of technology.

The ICT Security policy is being developed as part of this strategy and will be a project in the Action Plan for 2009/10.   This needs to be updated to reflect the changing requirements of how we speak to other authorities and government departments.  As part of this Braintree District Council needs to develop a secure link with other agencies to ensure that all customer data is kept secure.  This requires us to sign up to a code of connection, which will have implications to the way that we use ICT in the organisation and the way that we handle and classify data.

 The other policies that concern the use of ICT are listed below and are included as appendices to this strategy.

Mobile Phone Policy – Appendix 2
Internet Code of Practice – Appendix 3
Email Code of Practice – Appendix 4
Home working policy – Appendix 5
Action Plan 2009/10

The action plan for 2009/10 details the actions that we plan to carry out in this year.  Each action fits with one of the focus areas mentioned above and has a target date for completion of the action.

As ICT requirements may develop through the year, there is likelihood that there will be emerging actions throughout this period.  The ICT team keep an up to date action plan with progress against each action.

This year, being the first year of a new strategy will have a number of actions to review systems and technology, which it is anticipated will be followed by implementation projects later in 2009/10 or in 2010/11.

Projects/Actions led by ICT

	Action


	Target Date

	Introduce the use of PC shutdown software, where appropriate, to reduce the amount of energy used by PCs in the organisation
	June 2009

	Review the energy requirements in the Computer Suite and make recommendations for improvement 
	August 2009

	Conduct a review of online consultation tools used on the website and make recommendations to improve the way we consult with our citizens online
	September 2009

	Set up a secure area on website exclusively for Members that can be easily accessed and with relevant information for members to perform their role
	June 2009

	Review the model of ICT support for members and make improvements in line with member requirements
	August 2009

	Data match the LLPG (Local Land and Property Gazetteer) to the CRM database and Elections database, and introduce a process to ensure ongoing consistency of data
	December 2009

	Review the content management system for the website to ensure it continues to support the changing requirements of the website and our customers
	September 2009

	Identify other services that could use online payments to improve access to services for our customers
	December 2009

	Implement forum and blogging software on the website and intranet to improve internal communication across the organisation and allow members more flexibility in the way they communicate with their constituents
	September 2009

	Investigate the use of online surgeries for customers to access a specialised service such as benefits advice or planning or to discuss issues with their local councillor
	September 2009

	Create an ICT Security Policy that meets the requirements of the Government Connect code of connection
	June 2009

	Ensure that BDC is compliant with the Government Connect Code of Connection and successfully connects to the GSI network
	June 2009

	Update all of our Aerial Mapping on our Geographical Information System, ensuring that staff using the system have access to the most up to date information.
	August 2009

	Work with EOLP to investigate joint DR solutions for multiple authorities
	March 2009 (subject to EOLP timescales)

	Work with HR to develop and deliver a comprehensive ICT training plan that covers the use of office applications, professional systems and flexible working tools
	


Projects/Actions supported by ICT

	Action
	Led by
	Target Date

	Rollout the 2nd phase of multi functional devices to reduce the number of printers used in the organisation
	Graphic Design and Print Services
	

	Improve the Procure to Pay process to ensure an integrated and efficient approach to procurement
	Finance
	

	Implement a new committee management system to improve efficiency in managing meetings
	Law and Governance
	

	Review the use of an online claim form for customers applying for Housing or Council Tax Benefit
	Exchequer
	

	Support the delivery of the Workstyles project to make better use of the space in the building and free up space to be rented to Essex County Council
	Corporate Project
	

	Support the delivery of the Three Towns One Vision programme, specifically the proposed move to a new main office building and joint customer access facility
	Corporate Project
	

	Review the Cemeteries system to ensure that it is robust and continues to meet the requirements of the service
	Operations
	

	Review bar-coding for benefits correspondence
	Exchequer
	

	Review the Performance Management ICT system to ensure that it continues to meet the needs of the organisation
	Programme Management Office
	

	Implement a housing management system to support  Choice Based Lettings 
	Housing
	

	Reroute all of our waste routes to improve efficiency of waste collection service
	Operations
	September 2009


Our Performance

Our performance is measured by the success with which we deliver, excellent, cost effective and valued services, and as such in its broadest terms can be measured by the satisfaction levels of our customers and the value for money which services provide.

There are more specific measures however, that ICT use to determine how well it is contributing to the overall performance of the authority.  These include:

	Key Performance Indicator Ref No.
	Ref No.
	Description
	Target

	ICT 1
	
	Percentage of Calls Answered within 20 Seconds (Serco)
	80

	ICT 2
	
	Total Problems Solved within Target (Severity Level by time to resolve)
	various

	ICT 3
	
	Total Service Requests Solved within Target (Severity Level by time to resolve)
	various

	ICT 4
	
	Server (key systems) uptime
	99

	ICT 5
	CHLP4b
	Local Area Network Availability (data)
	99

	ICT 6
	
	Wide Area Network Availability (data
	99.6

	ICT 7
	CHLP4a
	Voice Network Availability
	99.95

	
	CHLP4c
	Website
	

	CHLP6
	
	The number transactions carried out via the Council's website
	25,000

	
	Activity Indicator CHAI1
	The number of electronic payments made through the internet
	No target

	
	CHLP 6
	The number transactions carried out via the Council's website
	25,000

	
	
	The £ amount of electronic payments made through the internet
	1,000,000
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