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3.2 Themes 2 - Access Channels

The priorities for improved access are set out in 1.4 above. This counci
wants to address particular access problems in relation to a dispersed
population and recognise that many of its residenis want fo gain access to our
services and make enguiries outside of normal working hours.

As the Council expands the opp@ﬁmnes available to deliver services by
electronic means i wanis to make iis residenis aware of their availabi iz’{y
There is still 2 need to proceed with some caut] on, with the danger of raising

expectations that cannot be met immediately. This can provide a real barrier

to the public using the new services.

We have infroduced a new web-site and generated local publicity for that site.
We are also enswing that all key publications in the future will publicise the
web-site as a ery source of information on Councll services. In terms of
other electronically delivered services they will be advertised in publications
relevant to that service,

ft shouid be emphasised that while the District Council is keen to make iis
contribution to raising awareness of its electronic services, it also relies on
other bodies at a more regional and national level.  These include the County
Council, regional government offices and indeed central government. We are
already developing close parinerships with other Derbyshire authorities and
are looking at other cross-border partnerships with our neighbouring councils.

In terms of specific access channels the Council will directs ifs own resources
it

oy

» Local Service Web-site to provide interactive council ssrvices
> Telemelery — to give its residents more opporiunities to access and
request services via telephone 24/7

The Council recognises that it will be difficult for it to move forward unisss it

begins to update its back-office systems that underpin all of the services that it

provides at the moment. These systems were developed within the Council,

often many years ago and are not now compatible with electronic service

delivery. Particular emphasis is being placed on infroducing raplacements for

these core systems o improve overall efficiency and make significant steps

towards electronic sarvice provision,

> Financial Management System — will extend the ability of our customers
to make and receive electronic payments. It will also help us to order and
pay for goods and services electronically.

» Housing Benefit System and Revenues System — all houssholds within
the District pay Council Tax and this will extend electronic transactions to
the widest possible group of clients.

South Derbyshire District Coundil
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Housing Management Systemn — again we are seeking to infroduce

replacement systems to make Council services more accessible to over

3000 council tenants.

> Technical Services ~ these are the other main service provided to all
council residents

» Environmental Health

The Council will also sesk to work with other bodies ¢ improve access
channels in the following areas

> Web Portals — this will involve work with other Derbyshire Councils to
provide more joined up access to councit and indeed pubiic sector services

» Smart Cards — again an initiative that we would wish to develop in

partnership with other public sector bodies to provide a single smart card

for a rangs of services provided by councils and public bodies

Contact Centres — again as a means of joining up access to councl

5 : - ] g =t i -
services and removing confusion

A

NLIS Services 0 <1 2 3.5 35
(Based on increased service take-up)

Telephony

Derbyshire Portsl {(estimated)

Kiosks {estimated)

3.3 Theme 3 - Enabiers

Where resources have allowed the Council has sought to usa new technology
to help it deliver its services more effectively. Document Management is a
good example and has helped the Council io deliver one of the most efficient
benefits services in the Country in terms of iis ability to assess and pay
benefits promptly, accurately and on time.

This section outiines our approach to using new technclogy to help us to
mzke further imorovements in the services that we dalive

Document Management — these systems improve storage and accsss {o
naper based information in an electronic form.

Seuth Derbyshire District Coundil
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We already use Document Management for Councll Tax Coliection and
Housing Benefit Administration which has been heralded as a great success
towards service improvements and implementation of the ‘paperiess office’,

We will now look at the potential to extend this into oiher areas, which are
handling considerable levels of paper based information that cmid be made
available to the public this includss

> Planning Services
»  Environmental Health
» Legal Services

This includes the feasibility of implementing document manar‘e”nen‘ centrally
for use as a core service {o gl divisions of the Council.

Geographical Information Systems — much of the Council's information is
property related.  The Council has adopted MAPINFO as its corporate
geographical information system. Divisions across the council have started to
plot a range of property based information on this system. In future years the
Council's GIS  will improve as more information is held on i, In terms of
future developments

» We are looking at ways to make this information available to the public and
front-line staff via the internet and councl! intranst.  This will expand the
information available to the public and help to answer many first line
enquiries

We want to find ways to link this information with other bodies operating in
our area. For example the Derbyshire Parinership includes a project to
combineg GIS information betwsen the County Councl and Derbyshire
Districts. This will both improve the range of information available to the
pubiic and help to link county and district services more closely.

v

As part of this parinership the Council is currently investigating the issues
involved with progressing fowards OS-Mastermap in the near futurs,

Land and Property Gazeteer ~ the Council is committed to the national
project to provide a National Land and Property Gazetesr. The Council is at
Level 3 within this project. It has:-

L

Submitted local gazetesr information to the national hub for data matching
Resolved mismatches of strest information

implemented its own local land and property gazstesr

Recrulted stafl to resolve mismaiches and cleanse the property database.

ANRNENEN

The Council is now commencing linking of the LLPG to it's internal property-
based systems and is monitoring developments within the Acacia project
wnich will be used towards amalgamating the NLPG into the national OS
Mastermap.

South Derbyshire District Council
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National Land Information Services — the aim of this project is to enable on-
iine searches. This links closely with the National Land and Property
Gazsteer. Again the council is committed to this project and is at Level 2,

v It has set differential sharges for electronic searches

v it has upgraded its land charges system to enable it to receive information
from the national hub ' B

v It has started to receive searches from the national hub and is dus to

receive this information electronically by the end of this year,
Re-enginsering council services — the Council's view is that there Is littie
point in re-engineering its own services without linking more closely with
services provided by other public sector bodies within the district.

The Councii empioys some 300 staff and it is unlikely that any re-enginsering
of our services would prove costeffective through implementing new
customer ralationship management systems and associated systems on our
own. It is also questionable whether this would produce a marked banefit {0
our customers, who find it difficult to understand the distinction between the
range of public services the receive from the District Council, County Councll,
Health and Police sectors. '

With this in mind the Council is part of the Derbyshire Partnership which will
ook at ways we can approach these important enablers and make them
relevant to a council of our size.

3.4  Theme 4: e-Business

There are a numbear of key building blocks to enable the Council fo deliver e-
business sclutions. Qur approach to these building blocks is outlined below:-

Intranet & Extranet — the intranet will provide uitimately a central library of
information for Councll employees, while the extranst will enable us tc
exchange some or indeed all of this information with our partners.

v We already use a public folders systems to store many council documents

v We have developed our internet web-site fo improve public access to
council information.

v We are committed to working in partnership with other Derbyshire Councils
o introduce a county wide web portal

Financial Systems — we are infroducing a new financial information system in
2003, to enable us to undertake electronic financial transactions.  This will
also enable us to procure goods and services electronically. in the future we

South Derbyshire District Council
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will also look at the opportunities to link our purchasing nesds with other
councils sither via the Derbyshire Partnership or indeed the market place
inittative being developed by the IDEA.

luman Resources & Payroll - there have besn many significant
evelopments in this area of the Council’s activities:

L N

<

E-Recruiiment has been implemented o allow on-ine recruitment and

delivery of information packs.

v On-line links have been established with other organisations and minority
groups to improve the scops of training and recruitment information
available.

v~ The Council is an active participant in The Learning Pool, an 1DsA
sponsored project over which we should expect to see significant
developments across the next 12 months.

v We have establishaed a Learning Centre dedicated towards providing
training to all employees. This allows access to extra-curricular education
in the employees own time. This is also available outside of normai office
hours as part of the Tenant Participation Programme.

The Coundil is looking to start investigating home-working projects and |

to establish a pilot scheme in the forthcoming 12 months. If successfu

hoped this will pave the way towards a wider roli-out of this project

apes
Lt

it is

Asset Management — across 2001/02 the council has been investigating the
use of Asset Management systems as a means of controlling 's asssts as
part of & Best Value review.

Office Systems and Teleworking — e-business can help us o bscome &
more attractive and flexible employer. We can uss technology to enable siaff
to work at home and also to vary their working hours to deal with psaks and
troughs in workloads. We will alse look at mobile technoiogy as a means of
enabling information to be captured mors efficiently at one single point Le. on
a visit rather than having to be input into a system at a later date.

3.5 Theme 5: Organisational Development

We are committed to doing more to raise awareness of E-Government within
the Council. 1t is important that Members and Managers become more
engaged with the e-government agenda so that they can begin {0 consider
how they may use e-government to develop the services that they deliver,

As part of the process of preparing this e-government statement staff from the
Councif's IT team have met with Divisional Managers across the Council 1o
raise thelr awarenass of e-govarnment issugs and to specifically look at how
e-government may become more relevant to the service that they deliver.

South Derbyshire District Councll
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Each Division has been asked to identify their own e-champicn at manager

tevel, who will tzke a particular interest in e-government mattsrs, | is

inter ;drﬂci that these officers will form part of the e-champions group which will
also include:-

&

Frank McArdie, Chief Executive and E-Champion
o Clir Ken Harrington, Member E-Champion

« Terry Neaves, Chief Finance Officer

« T Manager

s E-Government & Strategy Manager

During the last year, the Council has restructured its [T team fo create g post
with & greater focus on e- gsvemme{&t matters. The E-Government and
Strategy Manager will play a key rale in implemanting the 1EG Statement and
managing projects stemming from t; s statement e.g. Nalienal Land &
Froperty Gazeteer.

We have been keen to involve the services of partners and central
agovernment depariments to ensure that the IEG message is fully understood
and bought in by all pariicipants. To this end we have hosted seminars from
successful LA’s and orgranisations actively involved in the [EG process. We
shall continue to organise such events to esnswe that IEG promotion
continues.

On another level, a member of the modernisation team has already visited
South Derbyshire and spoken briefly to council managers on E-Government.
We are zugmenting this with a second session from the modemisation team
open to members and officers to help further raise their awareness. We have
invited other neighbouring councils to attend this meeting as a means of
sharing knowledge about our approach to e-government.

4. Resources

The table below shows a forecast of current and forecast expenditure on
implementing electronic government up to 2005/6.

South Derbyshire District Council
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5. Risk Assessment

We cannot ignore the problems;

risks and barriers,

surrcunding the

implementation of electronic government and dealing with them will be central
to our success, or failure. We should recognise them and seek to counteract
their affects on implementing slecironic government.

The foliowin

-

hisiness of

identifies some of the main types of barrier, the risk to the

ot implementing and potential solutions.

Barrier Probability Risk/impact Solution
nsufficient Medium/high | Limits the services we can | Preparation of the IEG
finance reglistically provide statement.
avallable alectronically by ths Efficient prosurement
deadline of 2002, strategies.
Working with pariners to
esiablish cost effsctive
solutions.
Monitor progress and scale
down plans I nacessary.
Fesistance to | High Slows the pace of Education and involvement of

change

implementation

il internal stakeholders, siaff
and Council Members.

improved communication
channels.

Monitor and report on
community internet take-up
and atfitudss

Organisationat

Medium/high

Lirmits ability of the

Promete cultural change

Culturs organisation o change, through education, support,
develop and grow. staff deveiopment and a “can-
do” cufture. Deliverthe type of
service we would ourselves
expect
Departmental | Medium impedes data sharing and | Strong and determined
divides joined up werking. carporate and Meamber

leadership.

Training in cross-deparimental
Groups.

Re-alignment of services o
compliment corporate

South Derbyshire District Council
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obiaclives.

Citizens fall 1o
support new
ESD services

Medium

Unabile o scale down
exisling service provision
and realise potential
savings.

Reguiar review, monitoring and
custamer feedback,
Fromotion.

Consuttation and market
research prior to the design
and implementation.

Underdevelop
ed e- skiils

Medium

Slows the pace of take up
and the effectiveness of
use.

Anaiyse skill requirements and
address through ths fraining
Drogramme.

Realign service resources and
provide co-operative waorking.
Bring in external consultants
and use the skills of IT
pariners.

Work with other local
authorities and private sector
organisations.

--Limited Best
practice
understanding

Learn from pathfinder projects
and Beacon authorities.
Monftor SOCITM, ides,
Gaovernment and other central
agency guidance.

Continucus adoption of
formaiised project
management fools and
standards

South Derbyshire District Council
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