IT Strategy 2009 

Part One - Summary and Overview

Section 1- Key Messages

Introduction and Context

The IT Strategy is produced in a three year cycle, and looks forward to the coming three years and beyond.  Broadly speaking it sets out where we are with IT,  where the organisation wants to be in three years time, and how we plan to use IT to help us get there.  

Clearly the IT Strategy needs to link with other strategies to respond to the organisations requirements.  The following diagram shows the context of drivers and linked strategies
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Because of the need to make tough choices about where we concentrate our resources, we have carried out an extensive consultation process with members and officers at all levels in order to gauge where the priorities and expectations lie.  District council and NHS partners have also been engaged at draft stage to ensure that the wider public sector partnership perspective is included.

The specifics of how we expect to achieve this, and links to the wider strategic agenda are detailed in the body of the strategy. This document summarises the essentials.

Characteristics of where we are now  with IT

· We have a reliable and robust core infrastructure, based on tried and tested components, achieving excellent performance during service hours, consistently exceeding our target of 99% availability of universal systems (email, MS Office and files, CamWeb).  We have invested in consolidating this position over the period of the previous strategy.

· We have major commitments to business systems: OneServe; Capita One, SWIFT, Insight.  We already rely on these, and their suppliers plan to offer more in terms of information sharing, rationalisation, and ways of working.  

· New collaboration and business process tools are coming on stream, which also offer opportunities to streamline and improve the business.

· We use remote and mobile technologies in the form of Netilla, BlackBerries, cellular telephony, 3G, and wireless local area networks.  

· The way we work has changed through WorkWise and supported by remote and mobile access.

· We have a county-wide fixed and mobile network connecting ourselves and partners.  We already blend private (CCN, NHS network) and public (Internet, cellular telephone and G3) networks, with approval for connection to the whole of the public sector through the Government Secure Extranet.
· Citizens have become used to 24 hour banking and shopping, reliably available out of and within “office hours”. 

· The internet is moving into a new phase, generating new possibilities and expectations about how we transact and communicate with customers and staff.  Transactional transformation has already begun, with the contact centre, web site, and intranet site.  

Inescapable Drivers

There are a number of factors which we need to take into account in formulating the strategy:

· The resources available to the authority will become increasingly constrained, and cost justification will need to be correspondingly rigorous.

· We have an increasing duty to maintain the integrity and security of the information we hold about citizens, while at the same time we must share information where it will improve service and safeguard individuals.

· The resilience of IT systems will be essential to the maintenance of service as our reliance on IT continues to increase. 

· Requirements dictated by national agendas, such as Personalisation; Electronic Social Care Record; Integrated Children’s System.
How IT helps the county council meet its objectives

Detailed plans are contained in the rest of the document.  In non-technical terms though, the following is an outline of how we intend to use IT to help meet the council’s objectives.

The economic challenge

Through reducing the cost of IT, and using IT to reduce travel, business process, transaction and office accommodation costs.

Local Area Agreement (LAA) 2008 – 2011 Priorities

Environmental sustainability
As well as minimising power consumption and maximising use and re-use of equipment before eventual disposal, IT has a major contribution to make by enabling business process streamlining, and reduced travel.

Equality, inclusion and stronger communities
IT is making council services and the democratic process available to a wider audience through the Internet and contact centre, and offers communication media for citizens to engage with the council on service and democratic issues.  We are also promoting digital inclusion through the provision of Internet access and IT training in libraries and other community access points.

Cambridgeshire County Council Values

Excellence

Joined up and convenient service delivery over the Internet and from the contact centre represent a significant improvement in service quality.  There are continuing opportunities for development by offering more services in this way, further joining up within the council and with partners, and support for face-to-face contact.

Value for money

We will continue to pursue value for money in the provision of IT services through strong contract management, robust pursuit of pay back on investment, and reviewing sourcing options, including shared services and cloud computing (computer resources taken as a service from the Internet).

Challenges and responses

There are a number of specific challenges which will be addressed in the lifetime of the strategy:

Cambridgeshire Community Network (CCN) contract renewal
A reliable, high capacity network has become essential to the support and provision of our own and partnership services.  A new contract will seek to secure this at a manageable cost.

Contact Centre Customer Relationship Management (CRM) contract renewal
CRM is a fundamental tool for excellent customer service.  A renewed contract will help move us into the next phase of improving and extending customer service while driving down cost.

Resilience of the IT infrastructure
We will focus investment to maintain levels of availability and reliability during nominated service hours.

Reduction of the cost of service delivery

To meet the economic challenge we must reduce the cost of service delivery.  To do this we will need to introduce “managed choice”; encouraging use of delivery methods such as the Internet and Contact Centre which are both convenient for them, and can be delivered at lower cost.

Reduction of internal costs

We will need to improve efficiency by reducing the number of different applications and business processes to a standard automated toolkit.  To drive out the benefits we will require compliance with these standards.
Governance and investment decisions

Strong governance arrangements will be needed to make investment decisions which meet council and partnership as well as service priorities, viewing all spend as coming from common public sector funding.

Transformation of the workforce
Our workforce will need to become increasingly flexible, both in where and when they work, and mobile, supported by standards, policies and technologies.

Product portfolio
Currently we use predominantly Microsoft software for our desktop and universal services.  Whilst existing investment in both products and skills means that we cannot make any immediate changes, we will be considering alternatives, particularly Open Source software, over the next three years.  

Service models
We will continue to review our blend of in-house, outsourced and shared service provision, to include emerging opportunities such as Cloud Computing and the Government Cloud in particular, Software as a Service, and new models for shared services.

Section 2 – Foreword and Endorsements

Foreword

Welcome to the council’s IT Strategy for 2009 – 12.  A number of things make this a timely release:

· Unprecedented financial pressure and the need to cut spending.

· A user community increasingly used to service where and when it is convenient, with internet shopping and banking round the clock.

· New technologies offering ways of streamlining the business and making it more efficient.

· Mobile technologies releasing staff from the office.

· Major IT contracts coming up for review.

· The emphasis on the benefits of partnership working with the rest of the public sector.

· Government IT initiatives such as Government Connect and the Government Cloud being extended to local government.

Against this background the new Customer Services and Transformation Directorate has been established, combining and deriving synergy from a number of corporate services to improve customers' experience when they contact the County Council for information and services.  Synchronised IT and Transformation strategies will be key components for a successful Cambridgeshire.

The period that this strategy covers is going to be a challenging one for public services, and for Cambridgeshire in particular.  But I am confident that IT is one of the enablers that will help to maintain the highest possible standards and I expect us to improve service through transformation.  Therefore the guiding sensibilities for this strategy are realism, prioritisation, compliance with standards, efficiency and imagination - with the customer at the centre of all we do.

I’m looking forward to playing my part in leading this campaign.  I hope this strategy will help you to anticipate where your own contribution will be complimented and supported by IT.

Pat Harding, 

Director of Customer Service and Transformation

Endorsement by Mark Lloyd

I want Cambridgeshire to be the best it can be.  The lifetime of this new IT strategy will see unprecedented challenges, principally cuts in resources coupled with more demand for our services as our region grows as, we hope, the economy recovers.  A general election may add a further and at this stage unpredictable dimension.  Through this time I expect us, with our partners, to maintain and improve quality of service for people in Cambridgeshire.

It will take all of our combined imagination, leadership and effort to meet this challenge.  We will also need to use all of the enablers at our disposal, and IT will be one of the most important of these.

I am pleased to see that as well as building on the established reliability and functionality of our systems, this strategy offers us tools and ideas which we will be able to use to help us change, adapt and succeed into the future.   But we need to keep a firm grip on costs by exploiting our core IT systems more effectively and stopping the proliferation of different software applications.

I urge you to join me in embracing the IT strategy and making it work for you and your customers.

Endorsement by Noelle Godfrey

As Head of IT you’d expect me to be enthusiastic about this new IT Strategy.  Which I am, but not because of the technology.  I believe we’ve carefully built an IT service matched to the organisations requirements and resources, using an optimised mix of products and suppliers.  And we’ve reached a point where IT can offer more than perhaps at any other time, both in continuing to support the existing business, and enabling the transformation necessary to meet the coming challenges.  What I’m enthusiastic about is the contribution that IT will make, the blueprint for which is in this strategy.

It’s a big document, and I don’t expect everyone to read all of it!  So we’ve designed it in sections to help you find the level of detail you need.  I hope it is helpful to you; please contact me or one of my colleagues if you’d like to ask more or follow up on any of the points it raises.

Section 3 - Introduction  

The IT Strategy is produced in a three year cycle, and looks forward to the coming three years and beyond.  Broadly speaking it sets out where we are with IT,  where the organisation wants to be in three years time, and how we plan to use IT to help us get there.  

We are at a pivotal point with our use of IT.  In recent decades we have come to rely absolutely on IT for communication, information and transactions.  There are expectations about the speed and availability of IT systems, and their role in transformation.  

We are also facing a period of unprecedented austerity, so we need to be realistic about the choices we can make and rigorous in our investment decisions.  In a time of increased financial constraints where we inevitably need to do more with less, the only realistic way of achieving this is to use technology to an even greater extent, including the use of electronic channels and automated workflow to drive down the costs of service delivery.

Of course IT alone will not meet the coming challenges and requirements.  We have designed the strategy to take account of and link with other strategies within the council.  The new Transformation Strategy will clearly be a key relationship, as well as Better Utilisation of Property, People, Community Engagement, and the service specific programmes.

Because of the need to make tough choices about where we concentrate our resources, we have carried out an extensive consultation process with members and officers at all levels in order to gauge where the priorities and expectations lie.  Thank you to everyone who contributed, and we hope you will see your input reflected in the final document.

These are the challenges the strategy seeks to meet.

· A flexible workforce, both in the places and times we work.

· Inspection and assessment tasks done on the spot.

· Less office accommodation.

· Less environmental impact: travel, power consumption, waste.

· Access to managed information to improve and speed-up decision making.

· Protection of the integrity and security of information.

· Agile collaboration by sometimes transient teams.

· Tools to do the job, available when they’re most needed.

· Simpler, cheaper, faster business processes, linking partners systems where necessary.   

· Managed choice of service delivery channels which both match users’ preferences and reduce transactional costs.

· Communication using a variety of channels according to purpose.

The strategy is necessarily extensive and goes into detail in some areas.  Because different audiences will have different interests, we have divided the document into sections which we hope will make it easy to find what you need.  The following diagram illustrates the components of the strategy and how it links to other strategies and initiatives within Cambridgeshire.

Section 4 - Purpose of the IT Strategy

The purpose of the IT Strategy is to provide the vision and practical direction of travel for the use of IT in support of the council’s objectives.  Specifically to:

· Focus IT activity on achieving the objectives of the council.

· Strike the right balance between the benefits of IT and its cost.

· Ensure and the efficient deployment of resources whether in-house, outsourced, or shared services.

· Deliver a quality of service matched to priorities and resources.

· Support the governance and standards frameworks to ensure that all systems are correctly chosen, efficiently deployed and managed throughout their lifecycle, can communicate, share information, work across our network and through existing and forthcoming channels.

· Steer the acquisition of new technologies, manage obsolescence, and provide for technology refresh.

To reflect the diversity of its stakeholders, the strategy is presented as a suite of sections of varying levels of detail and subject matter.

Section 5 - IT Principles

Purpose: 

The purpose of this section is to set out the principles that guide IT decision making and reflect the IT contribution. 

They are designed to support decision making by being:

· Clearly connected to business success.

· Specific and practical rather than aspirational.

· Detailed enough to drive decisions, behaviours and trade-offs.

1. We will explore and exploit opportunities to drive down cost through the use of IT.  Both by reducing IT costs, and by using IT to reduce the transaction and process costs to other parts of the organisation.
This will help the public sector meet the financial challenge of the coming years.
2. Our core universal systems and infrastructure (email, office applications, file storage, desktops…) will use established, reliable technologies rather than leading or bleeding edge.  
This will maximise availability and supportability at minimum cost.
3. In some cases we will be obliged to accept more risk in our choice of applications.  Typically this will be where there is a limited choice of suppliers competing for emerging public sector business defined by government requirements in an environment of limited resources.    Examples of this are OneVision and Swift.  We will seek to mitigate risk through: strong contract management; sharing experience with other customers and coordinating with them to ensure a standardised and lowest cost approach; joint procurement with other customers.
We have no choice but to accept some higher risk deployments for the council to meet its obligations.  But we will seek to mitigate the risks as much as possible.
4. We will match service availability to business requirements, recognising that it will not be possible within available resources to provide 24/7 service for all services.  And seek to make services as resilient as possible within those service hours.
This will ensure the best possible customer service within the existing resource constraints.
5. We will use “off the shelf” rather than bespoke applications wherever possible, leave them as standard as possible rather than customise, and share them within the council and with partners.
While this will sometimes require some compromise of functionality, it will minimise costs both for implementation and support.
6. We will use a standard toolkit of software wherever possible and minimise the number of applications in use.  Where a new business need arises we will try to meet it from an existing system rather than buying a new one.
This will promote efficiency by minimising duplication, and re-using existing investment and skills.
7. We will seek to minimise the environmental impact of IT services.  We will look for opportunities to minimise power consumption,  use and re-use equipment for as long as it is fit for purpose, and ensure that equipment is disposed of responsibly at the end of its life.  We will also identify and promote opportunities to reduce staff, member and customer travel, through the use of conferencing, remote access and internet technologies.
This will help to reduce costs, and help meet the Cambridgeshire Together priority of environmental sustainability.
8. We will continue to consider the most cost and service effective source of service provision for each component of the IT service, including internal provision, outsourcing, cloud computing and shared services, maintaining a strong client function to review and drive out value for money.
A “mixed economy” of service provision will secure better overall service and cost than a single sourcing solution.
9. We will enable information sharing between our systems in support of information management policies, while maintaining safeguards to preserve information assurance for personal data.
This supports information-based decision making, while supporting the council’s responsibilities to safeguard personal information for which it is the custodian.
Section 6 - Summary IT Response to Business Requirement

How IT will help the county council deliver its objectives

How IT will help us become the type of organisation we want to be

The consultation exercise has defined the type of organisation we need to be to succeed.  The following table sets out the characteristics of this successful organisation, and how IT will help us achieve these.

	Characteristics of where we want to be.
	How we will use IT to help us get where we want to be

	A flexible workforce, both in the places and times we work.


	· System availability and support times matched to when they are most used.

· Securely authenticated remote access service to the full functionality of business systems from the internet and partners network.

· Universal workstations in offices delivering applications according to need via low-cost, low maintenance terminals and ‘phones.

· Audio and possibly video conferencing, sharing applications on-screen.

· Mobile access to systems to support flexible working.

· Training to use new systems.

· Electronic document and records management systems

· Collaboration forums 

· Flexible approach to securing computer infrastructure resources, combining virtualisation, cloud computing, storage area networks

	Inspection and assessment tasks done on the spot.


	· Mobile systems to complete assessments and inspections on the spot, without returning to base.

· Automated business processes using forms, workflow and systems integration.

	Less office accommodation.


	· Securely authenticated remote access service to the full functionality of business systems from the internet and partners network.

· Universal workstations in offices delivering applications according to need via low-cost, low maintenance terminals and ‘phones.

· Audio and possibly video conferencing, sharing applications on-screen.

· Mobile access to systems to support flexible working.

· Electronic document and records management systems

	Less environmental impact: travel, power consumption, waste.


	· Universal workstations in offices delivering applications according to need via low-cost, low maintenance terminals and ‘phones.

· Reduced, standardised software set, with multiple uses of tools providing generic or common functionality.

· Electronic document and records management systems

· Collaboration forums 

· Flexible approach to securing computer infrastructure resources, combining virtualisation, cloud computing, storage area networks

	Access to managed information to improve and speed-up decision making.


	· Single instance data entry, replicating information where it’s needed in multiple systems.

· Electronic document and records management systems

· Collaboration forums 

	Protection of the integrity and security of information.


	· Electronic document and records management systems

· Secure authentication and system access controls.

	Agile collaboration by sometimes transient teams.


	· Audio and possibly video conferencing, sharing applications on-screen.

· Automated business processes using forms, workflow and systems integration.

· Electronic document and records management systems

· Collaboration forums 

	Tools to do the job, available when they’re most needed.


	· Securely authenticated remote access service to the full functionality of business systems from the internet and partners network.

· Mobile systems to complete assessments and inspections on the spot, without returning to base.

· Mobile access to systems to support flexible working.

· Reduced, standardised software set, with multiple uses of tools providing generic or common functionality.

· Automated business processes using forms, workflow and systems integration.

· Training to use new systems.

· Electronic document and records management systems

· Flexible approach to securing computer infrastructure resources, combining virtualisation, cloud computing, storage area networks

	Simpler, cheaper, faster business processes, linking partners systems where necessary.   


	· Single instance data entry, replicating information where it’s needed in multiple systems.

· Transactions enabled on the designated channels.

· Automated business processes using forms, workflow and systems integration.

· Collaboration forums 

· Flexible approach to securing computer infrastructure resources, combining virtualisation, cloud computing, storage area networks

	Guided choice of service delivery channels which both match users’ preferences and reduce transactional costs.


	· System availability and support times matched to when they are most used.

· Transactions enabled on the designated channels.

· Collaboration forums

· Second generation Web 2.0 web site and Internet services.

· Citizen transactions supported by Customer Relationship Management (CRM) systems.

	Communication using a variety of channels according to purpose.
	· Audio and possibly video conferencing, sharing applications on-screen.

· Second generation Web 2.0 web site and Internet services.

· Collaboration forums 

· Citizen transactions supported by Customer Relationship Management (CRM) systems.


Section 7 - Digital Inclusion and Electronic Service Delivery

Introduction

Digital inclusion, or e-inclusion is the term applied to inclusion in the information society.  The information society offers multiple advantages:

· Enhanced opportunities, for learning, achievement and choice
· Cutting the cost of service delivery
· Improving society though community involvement there are strong links between digital and social exclusion

· Communities with high levels of digital participation also tend to be those with better economic prosperity.

There is, though, a corresponding risk that some people may be excluded from these benefits if they do not have access to the necessary facilities and skills development; this is characterised as the Digital Divide.

We have decisions to make about: our role in encouraging Digital Inclusion;  how to reach those people who choose not to, rather than are prevented from, taking this opportunity; and ensuring that everyone has access to services.  We must not increase digital exclusion by our actions.

There are three pre-requisites for Digital Inclusion, all of which the council has a role in promoting:

· Access to the technology.

· User skills and confidence.

· Digital service delivery.

Our role in these is explored in this section.

Access to the technology

As a minimum, users need access to a web browser, and an Internet network connection.  Ideally the package would include PC based applications, and a high-speed Internet link.

The county council is providing access to computer facilities, including the Internet, through public access terminals in libraries, community access points and Connexions offices. A specific public access configuration is used on these PCs to provide the facilities people need, while at the same time safeguarding against misuse and security threats.

These public access facilities are provided over the Cambridgeshire Community Network (CCN).  At the time this was implemented, social networking did not exist, and websites in general did not require the network bandwidth that today’s sites use.  We need to take this into account when specifying the Cambridgeshire Public Service Network (CPSN) as the replacement for CCN, and we must be aware that there are likely to be similar increases in demand from as yet unknown applications into the future.

We will also maintain, through the New Communities service, our requirement that new developments have communications infrastructure built-in, into homes and businesses, to ensure that sufficient bandwidth can be delivered, and that users will have a free choice of service providers.  This will both promote Digital Inclusion, and attract residents and businesses to the new developments.

We also need to work with wider partnerships to promote the role-out of high capacity, flexible digital infrastructure throughout the county, particularly the more disadvantaged areas where there is a real risk of an exaggerated digital divide, particularly in relation to high-tech Cambridge.

User skills and confidence

Clearly access to the technology is not enough on its own.  Confidence can be a particular issue for people who have not grown up with technology, typically anyone older than their mid-twenties.

The county council is supporting people to gain skills and confidence through courses and sessions available at the public access facilities mentioned above, and adult learning courses offered by Adult and Community Learning, which include starter and more advanced Internet and email use.  Recent interest in researching family history using the Internet has been a particular stimulus, and there are specific courses on this, as well as the genealogy search offered by the Registration and Coroner Service on the council’s web site.

Digital service delivery

Alongside stimulating and supporting use and demand, the council needs to respond by making its own services available on line.  To do this we need to continue and accelerate the move to offering transactional services on our web site.

To realise the full cost-saving from this we also need to ensure that the back-end processes that support these transactions are fully streamlined and automated.  We have the technology building-blocks in place for this within our infrastructure, and a concerted effort will required to carry this through to its conclusion.

The telephone will remain the medium of choice for many people when contacting the council.  While transaction costs are higher than for fully-automated web transactions, they are significantly lower than manual, face-to-face and postal services, and the mediated process can deliver additional value through personal contact supported by CRM, and with the knowledge of joined-up services with district councils and other partners.  Therefore we will need to continue to support with IT the process of adding services to the Contact Centre, and integrating processes within the council and with partners, including government departments.

Both of these channels must have all of the relevant accessibility standards applied, so that they can be used easily by as many people as possible.

Does this leave anyone out?

We need to monitor carefully whether by this approach we are excluding anyone from the information society in general, and our services in particular.

In doing this we also a need to separate myth from fact; it is commonly believed that older people cannot or do not want to engage with technology.  In fact there are many successful “Silver Surfer” projects across the UK, and recent government research has found over 50% of people over 75 own and use a mobile phone.

We need to employ a principle of “directed choice”.  This involves researching the user community for each type of transaction, and implementing the delivery channel that meets both the user needs for choice and convenience, and the council’s need to deliver services in the most cost effective way.

We must recognise however that there is likely to remain an unassailable core of users who will not use these new channels, and we cannot ignore.  There will be a need to retain a limited resource for face to face mediated service delivery.

In the longer term as more services are delivered on the spot by mobile workers supported by mobile technology, it is likely that we can combine the delivery of multiple services in one visit, increasing our capacity to deliver mediated access to the few people who are unwilling or unable to use the mainstream channels.

Section 8 - Green IT

Environmental considerations are part of the decision making process for all our strategic and procurement decisions.  This section describes how we do and will continue to contribute to the council’s objective on climate change.

Personal Computers (PCs)s and office IT equipment

Our first concern is to derive as much value as possible from the PCs before we dispose of them. Corporate ownership of equipment has allowed us to recover and reallocate hundreds of PCs which might otherwise have ended up in landfill. Once they fail, or will no longer support the minimum software required (by which time most are over six years old), they are cannibalised for components, and then send for disposal. At this point our main concerns are that any confidential data does not go astray, any recyclable materials are recovered, and that the remains are disposed of responsibly. To ensure this we have a contract with a service provider who complies with the Environment Agency's Waste Electrical and Electronic Equipment (WEEE) Directive and guarantees secure destruction of memory media, and whose charges reflect the residual value of anything we send them. 

Between April and October this year we recovered and reused 482 desktop PCs, 51 laptop PCs, 95 flat screens, and 48 printers.

There is an active debate over whether we to replace older cathode ray tube (CRT) screens with flat screens.  While the power consumption of a flat screen is less, the carbon cost of manufacture, and the environmental impact of disposal have to be considered; they contain some particularly toxic metals.  Generally we are tending to use CRT screens until they fail, then replace them with flat screens.

Our standard configurations for PCs and printers include reduced energy standby modes.

One of the options for the desktop of the future is “thin client” technology, where the terminal on the desk is much simpler and so uses less electricity and generates less heat.  

Back end servers

Behind the scenes, the servers are the computers that run applications and store data, which are then distributed over the network.  Most of them sit in a secure computer room in the Octagon.  These are a particular focus for attention both because of the power they consume, and the air conditioning which is needed to keep them at a safe operating temperature.

We are now using “virtual” servers rather than having a separate server for each.  These reduce space, power consumption and materials by sharing common components, as well as being more efficient to set up and manage.  Wherever possible we are putting new applications on virtual servers, and moving to them when old servers need replacing; 70 of our 220 servers are now virtual, and we will continue this trend.  

Properly managed an application on a virtual server will use less than one tenth of the power than if it were in its own box, a saving of about £550 in electricity and nearly three tonnes of carbon including air conditioning costs.

Wherever possible servers are rationalised and opportunities to decommission taken; this year we decommissioned 10 servers saving £6,000 and 32 tonnes of carbon a year.

Procurement

Low energy consumption is a requirement for all new equipment, so that we consider the environmental implications of both the equipment and its configuration.

Our replacement of the obsolete Storage Area Network (SAN), which stores bulk data, features a type of disk that uses half the energy of the previous type (although we need more of them due to increasing demand), and will allow us to convert nine further separate file servers to a virtual environment, which was not possible with the old SAN.

IT as an enabler to reducing environmental impact

As well as the impact of the equipment itself, IT has a major contribution to enabling procedures and practices to relieve other aspects of the council’s impact on the environment.

Collaboration and Conferencing tools

While there will always be a place for face to face meetings, the use of conferencing technology has the potential to reduce dramatically the number of miles travelling to meetings.  This is already possible using the “Meet Me” audio conferencing facility of the telephone service, although its take-up has been fairly limited so far.  Functionality will be significantly increased with the planned “Meeting Exchange” service, part of the Voice over IP (VoIP) telephony contract, which will allow participants to share information on their computer screens at the same time as the audio conference.  Videoconferencing is a further option.

Collaboration tools will support team working with a reduced need for physical meetings.

Remote Access

The ability to access applications from any internet attached terminal, currently provided by Netilla, has enabled working from home which has saved a significant amount of home to work travel, and given many staff in WorkWised offices the option to work from home or elsewhere.

This is clearly an ongoing requirement for the future so we need to move to a position where all necessary applications are accessible remotely, and availability is focussed on times of most need.

Corporate Workstations

Standard corporate workstations allow users to go to any office and log in to a computer and telephone.  WorkWise and touch down centres offer the opportunity for staff to travel only to their nearest office to work which, if taken to its logical conclusion, and together with remote access, will reduce travel and office accommodation to a minimum.

Further standardisation and roaming access to specialist applications is necessary to fully realise this potential.

Mobile technology

We already use BlackBerry and wireless laptop PCs for users to access email and other applications on the move and reduce the need to travel to base.

Further developments will allow more staff to stay on the road and travel directly from task to task, increasing efficiency, reducing travel to and from base, and contributing to the opportunity to reduce office accommodation.  There are particular opportunities for inspection and assessment functions, for example roads inspections and social care assessments, which can be completed on the spot using hand-held devices.  As well as completing forms, this technology can be used to schedule and re-schedule appointments to eliminate wasted journeys.

Mapping and modelling

We are using computer modelling to calculate and map shortest routes for when we have to be on the road, such as school transport.  

Section 9 - IT Governance

Introduction

It is increasingly important to control and prioritise our expenditure on IT, to manage costs, ensure efficiency, and make sure that investment decisions properly support the organisations objectives.  This is something that stakeholders have confirmed and reinforced at all levels in the consultation process.  The requirement for governance is at two levels:

1. Programme and project level
Where spend on projects with an IT element are prioritised and evaluated against other types of projects.
2. IT Service level
Where proposals to acquire or develop IT systems are reviewed against existing systems, technical standards, and consistency with other hardware and software components.
This section explores how these mechanisms work, and how we will seek to improve them.

Programme and Project Governance

The council has employed a governance structure for programmes and projects for some time, details of the current arrangements can be found on CamWeb at http://camweb/cd/cst/st/bd/projandprogrun/ . 

Projects with an IT component can appear under any of the programmes, where they are considered for initiation, business cases are examined, progress monitored and issues escalated.

IT Projects are managed according to the council’s standard project management methodology, based on Prince II, whether under wider programme governance or managed locally.

The future success of programme and project governance for IT

A theme emerging from consultation is that, while it plays an effective role in monitoring, the programme management mechanism has been less effective in prioritisation, particularly across different programmes.  This can lead to decisions which make sense within their own context, but do not take into account wider priorities or business requirements.

We will continue to manage projects within this structure, but at the same time we will be seeking ways to improve cross-authority, and indeed cross-public sector, prioritisation and decision making.  This will require engagement at a senior level, and for the IT Service to develop a wider understanding of the business objectives of the authority and its partnerships.

IT Governance

Each request for a new IT purchase or development is scrutinised within the IT Service for the following:

· Whether there is already a product or service in use would meet the requirement.  This is to maximise existing investment in products and training, and to avoid duplication and rationalise the portfolio of products in use.

· That where it is a current or possible future requirement, the system can exchange data with other systems.

· That an adequate support service can be delivered efficiently, whether in-house or externally.

· That technical conflicts will not be generated as a result of installation or connection.

· That security and access controls are maintained.

· Whether there are other infrastructure implications, for example for network capacity or to enable remote access.  

· That training requirements have been taken into account.

· That system ownership responsibilities are recognised.

· That opportunities for business process improvement and efficiency are being taken.

The mechanisms in place to review requirements are:

Approved products
The standard product set that we have tested and know will meet the above criteria.  Typically applied to office IT equipment and specialist PC or network-based software.

Application Review

This process is applied to more complex requirements where there is no obvious approved product.  Requests are reviewed against the criteria above and routed to the appropriate teams within the service depending on the their nature.  Specialist legal, audit or procurement advice will also be sought as required.  Often this process will lead to a project to implement a service, or to investigate the market to find a suitable and compliant solution.

The future success of IT Governance

One of the consequences of this process is that it is sometimes necessary to turn down a request for a specific product, and meet the requirement it in a different way.  This may mean that the user has to compromise on functionality, or accept a decision made elsewhere about how “their” local budget is spent.  This is a reversal of previous practice, where users had a good deal of freedom about the products they use, and which has led to an  unsustainable and wasteful degree of proliferation.  While there was a good deal of support for the principle of standardisation and control, in practice there is a good deal of resistance.  This will require a sustained effort to overcome, and support from leaders and local budget managers.

Section 10 - Contacts

Head of IT:

Noelle Godfrey, Head of IT Service (01223 6990)
First point of contact for faults, queries, requests for changes and

for IT access:

Business Support Helpdesk. (01223 717333)

For new requirements, queries and help with IT service issues IT Business Liaison Officers:

Lillian Grainger (01223 699008) and Teresa Ward (01223

699037).

Group Manager for development and implementation:

Sarah Marsh (01223 699015)

Group Manager for operational support:

Sam Smith (01223 699024)

Group Manager for client services and training:

Chris Rundell (01223 699010)

CCC Service Objectives





Resources





Cambridgeshire Together Partnership Priorities





National Agendas – change of government?





Property Strategy





People Strategy





IT Strategy





Transformation Strategy





Vision for the type of organisation we want to be











Delivery of Cambridgeshire County Council Objectives





Web and Contact Centre systems





Existing Infrastructure, systems and investment





Wired and wireless networks service 





Proven universal applications





Rationalised applications





Workflow, forms and collaboration





Controlled access and security





Remote and mobile access





Standard low cost workstation





Mixed Service Provision
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