Business Framework — A Well Run Council 2023-27
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1. INTRODUCTION

This Business Framework is a guide to how we will deliver our services to meet the pressing
needs of the city, working within a challenging fiscal environment. It is accompanied by the
Medium-Term Financial Strategy, which sets out a significant budget reduction and a
sharper focus on our core business and essential services. Taken together these documents
provide a framework for how we will boost our organisational resilience and deliver the
priorities of the forthcoming 2023-2027 Corporate Plan.

During 2022 we asked staff to reflect on our Values and Behaviour Framework to think
through what ways of working will need to come to the fore as we manage the challenges
ahead. Staff emphasised the importance of working in a more agile and collaborative way to
drive the innovation and improvement in efficiency that we will need to see. Section 2 sets
out some examples of what our values and behaviours will need to mean in practice as we
balance the scale of our ambition against and an uncertain economic and political
landscape.

We don’t underestimate the challenges ahead. Section 3 sets out the support our corporate
centre will provide to help service areas adapt to the pressures they are facing while
continuing to meet the essential needs of our communities. In November 2022 we asked
staff what support they needed from each of our corporate pillars to work in a more efficient
way. Suggestions included:

e Customer Services — strengthening our commitment to the One Council approach
through further joining up the council’s services, data and information systems to
improve customer journeys and generate efficiencies

e Our People Promise — ensuring we have a high performing and resilient workforce well
placed to respond to the challenges ahead with the right skills to support transformation
and develop our approach to data and digital

o Digital, Data and Technology — making better use of our data and digital capabilities to
understand and respond to the growing demand on our services in a more integrated
way

¢ Accommodation Management — consolidating our office space to generate efficiencies
and enable more agile, matrix ways of working, co-location and collaboration

e Good Governance — supporting more forward planning and strategic thinking, while
streamlining processes

¢ Financial Resilience — supporting invest to save opportunities and clearly communicating
the level and range of services the council can provide within the bounds of financial
sustainability.
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2, OUR WAYS OF WORKING

Our ambition is to be a well-run, high performing council. To achieve this alongside
significant budget reductions means that we will all need to work in a different way. Through
a process of consultation we have reflected on our Values and Behaviour Framework to
think through what some of these values will need to mean in practice as we enter the new
term with significant financial pressures and increased demand on our services. We set out
below some examples of how our values and behaviours could play out in the years ahead.

2.1 Customer focus, openness and respect

As we review our budgets we will put the needs of our residents, communities and

businesses at the centre of everything that we do to ensure that essential needs are met. In

practice this can mean:

e Putting the needs and experiences of people at the centre of service re-design — for
example, through co-design and co-production

¢ Recognising the diverse range of need across our communities, including how those in
need access services, help or advice, and signposting to wider support

e Monitoring the impact of budget reductions to ensure different communities are not
disproportionately affected

e Ensuring we proactively engage, listen and respond to feedback, and learn from lived
experience to deliver effectively and efficiently

e Supporting strength-based approaches, which draw on an individual's assets and
capabilities, to support longer term independence and resilience

In practice

Case study — Diverse Talent

The council is committed to being a fair and inclusive place to work, with a workforce that is
representative of our communities at all levels. Data published in our annual workforce
equalities reports has shown that staff from Black and Racially Minoritised backgrounds are
not proportionately represented in the middle and upper pay bands. In 2022, we piloted a
Diverse Talent Programme to support Black and Racially Minoritised colleagues with:

- Personal and professional career development
- Increasing confidence to progress in careers
- Overcoming barriers in accessing opportunities and gaining promotion.

Our programme was offered to staff eligible to join the council’s Black and Racially
Minoritised Workers’ Forum and who are employed at grades 3-6. Of the 15 people who took
part in the pilot, four were promoted internally during the programme, with one external
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promotion and all attendees reporting increased confidence. By nurturing and keeping the
talent we have, we can better reflect our customers at all levels and reap the benefits that a
diverse workforce brings. We are offering the Diverse Talent programme to BME staff again
in 2023 due to the programme’s success.

Outcomes

¢ Residents, communities and businesses feel listened to, more confident in the services
the council delivers

o Diverse participation shaping more innovative and impactful approaches

e Trust gained of under-served communities

e Stronger community resilience (e.g. reduced demand on key services and emergency
funds through adopting strength based approaches) as the council steps back from
some service areas

2.2 Collaboration

We will be an outward facing organisation. Collaboration requires upfront time and resource,
but can improve efficiency and productivity, and lead to better outcomes in the longer term.
We will commit to:

¢ ldentifying where sharing skills and expertise, governance and resources can lead to
greater efficiency savings — for example, working with partners to co-deliver shared
priorities

¢ Recognising and addressing barriers to participation (such as accessibility) and
collaboration (such as skills, time and resources), including building our own skills in
collaborative leadership in order to better manage conflicting priorities

e Supporting a whole systems approach (for example, ensuring our governance structures
deliver an Integrated Care System) to better meet need and achieve higher levels of
efficiency

e Working across functional economic areas (such as across the city-region, as part of the
Greater Brighton Economic Board, to join up skills, infrastructure and investment)

In practice

Case study - Transforming early help services into a Family Hubs model
of delivery

The council is undertaking a re-design of its Early Help offer to maximise efficiency and
ensure families only have to tell their story once to get the support they need. This is being
delivered through a network of four Family Hubs across the city, funded by the Department
of Education’s Transformation grant, with a commitment to deliver the transformation by
March 2024. Teams based within the Family Hubs service provide families with a single
access point to integrated, accessible, and seamless Early Help support.

Each Family Hub’s offer will be locally defined as part of the design phase in co-production

with families, communities and partners. An initial parent consultation has taken place and a
Family Hubs Communications and Engagement Officer will proactively seek out local
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parents, especially from under-served communities, to ensure they are able to shape the
service offer through representation at all levels, from the strategic oversight board to
decision making about the building layout. Staff will be trained in both relationship based
practice and trauma informed models of delivery and engagement to ensure vulnerable and
disadvantaged families receive a consistent approach to the support they receive, regardless
of the service they access.

Outcomes

¢ An understanding of whole system approaches to complex city challenges and how this
can generate efficiency savings

¢ Participation and engagement is fair and representative of the city

e Shared governance structures support more codesign and codelivery

e A stronger city voice, with fewer resources, but greater influence and leverage

2.4 Creativity and innovation

We will identify opportunities for taking an innovative approach to addressing longstanding
city challenges. We commit to always looking for a better way of doing things to drive
efficiency and improve the way we work. In practice this can mean:

o Being agile (for example, evolving our approach to estate management to respond to
changing working practices and financial pressures)

¢ Changing how we work to provide more joined-up, cost-effective services (for example,
identifying opportunities for sharing budgets and targets across departments)

e Engaging diverse perspectives, making best use of data (including improved data
collection and data sharing) and digital technology

e Scaling what works and diffusing learning across the system

In practice

Case study - Covid Response Programme

In March 2020 the council established the Covid Response Programme which created a
number of emergency response cells based around delivery of critical services in the city. A
cell structure and governance arrangements were established that allowed for senior officer
and member oversight and the involvement of partners. Expertise and resource was drawn
from across council services and partners from the community and voluntary sector, health
and care sector and business sector to respond to the challenges of the pandemic, ensure
that the city’s residents and businesses were receiving the support they needed and that
relevant advice and guidance was being shared effectively. As national health interventions
were rolled out the programme pivoted to focus on Recovery & Renewal to support the city’s
recovery.

Critical to the success of the response and recovery programmes was partnership working.
The programme showed how quickly and effectively local services and sectors can coalesce
around a citywide missions to deliver positive outcomes. It showcased the passion and
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expertise of partner and sector colleagues from across the city, and the benefits that local
knowledge can bring to a complex and fast moving situation. It demonstrated the council’s
ability to respond to a crisis and tapped into demand for local services to work more
collaboratively on local priorities.

Regular highlight reporting made it clear what was being achieved on a monthly basis and
the process was streamlined to serve as progress reporting to committee, maximising
efficiencies. Decisions were taken quickly, and staff were empowered to act and work
creatively to solve problems.

Outcomes

¢ More diverse forms of engagement, participation and collaboration
¢ New approaches piloted, success scaled and replicated
e A forward thinking organisation open to change

¢ A smaller, agile council — data driven, fewer service areas and reduced overheads, more

matrix and collaborative working

2.5 Efficiency and Impact

We will seek the most effective and efficient way of delivering our services and take
advantage of social, cultural, environmental and technological change. We will streamline
the way we work and reduce demand on services by preventing problems from arising or
dealing with them early on. We will provide the best value for money and always aim for a
good customer experience. This means we will:

o Demonstrate economy, efficiency and effectiveness in all our investment, particularly
when compared to similar service providers

o Adhere to Best Value statutory guidance, including optimising social value

o Ensure evidence-based decision making and delivery (such as using data to enable
more targeted service delivery), robust evaluation and monitoring — continually learning
and improving

e Work across service areas and wider systems to integrate our support and identify more
effective ways of meeting need, including a focus on prevention and early intervention

¢ Identify opportunities for devolution to secure policy levers at the appropriate scale and
geography

e Support longer term financial sustainability, including lobbying for longer term financial
settlements and reform of local government financing.
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In practice

Case study - Digital Fostering

Foster carers are child care experts looking after children alongside a team of professionals
from the council, in a highly regulated environment. This involves considerable information
exchange between the council and hundreds of foster carers. The council is introducing a
new digital system, designed around the needs of carers, to improve efficiency across the
system. This will bring carers and professionals closer together, reduce the amount of
administration, streamline procedures and make information and guidance easier to find.
Carers and staff will have a clear view of outstanding and completed tasks and managers
will have an improved understanding of how well the service is performing, while data will be
more secure. The new system will support the recruitment and retention of carers, save the
council money, and contribute to better outcomes for children and young people.

Outcomes

o Continually assessing the actions in our plans to mitigate against differential impacts on
different communities and enable fair outcomes for all

e More power and funding devolved, moving towards longer term financial resilience

¢ Reduced pressure on services over the longer term though an enhanced focus on
prevention
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3. OUR STRATEGIC APPROACH

We asked staff to reflect on these ways of working and think through what support they will
need from the corporate centre to adapt to the financial pressures ahead. Investing in the
skills for transformation and change, consolidating our office space, streamlining our
processes, digitising our services and improving the quality of our data and the way in which
we share it will help us to be a more agile council, more efficient and responsive to changing
need, while boosting our own organisational resilience. This section sets out how our
corporate pillars will help service areas to adapt.

A Well Run Council — corporate pillars

Corporate pillars

Customer Our people Digital Consolidated Good Financial
experience promise capability accommodation governance resilience

TN

3.1 Customer services

Introduction

Our customers include everyone who lives, works, visits or does business in Brighton &
Hove; we all use council services such as street cleaning and lighting, parks and culture.
The definition of ‘customer’ includes those who actively interact with the council (for
example, residents who live in council housing, or those buying a parking permit) as well as
those the council must interact with, such as where we have a duty of care.

Context

With over 290,000 residents, 10,500 Business Rate payers and over 9.5 million day visitors
annually, the council delivers 375 different types of transaction through over 60 distinct
service areas. The following structures and aims are in place to help us provide consistent,
high quality service delivery across this vast range of services to all customers.

e The Customer Experience Steering Group, comprised of all key front line and support
services, has responsibility for improving customer experience through developing the
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strategic approach (the Customer Experience Strategy), implementing and monitoring its
effectiveness through continuous engagement with staff and taking on board customer
feedback gathered through focus groups and wider engagement activity. Customer
Experience Ambassadors (CEA) are appointed within key services to create a direct link
with front-line service delivery and anecdotal customer feedback.

e The Customer Experience Strategy brings together 5 key areas of focus to improve the
customer experience (included in mandatory staff induction briefings):

1. The Customer Promise - outlines the standards of service our customers
can expect from us, against which we monitor performance

e We will make it clear how you can contact or access our services
o We will understand and get things done
o We will be clear and treat you with respect

2. Customer Experience Vision statement — “Getting things right first time,
every time.” The Vision sets out our ambitions for how the customer
experience should look and feel. The vision has 4 principles — consistency,
resilience, efficiency and improvement.

3. Learning from customer feedback - so that we embed practices that our
customers value and learn from mistakes to continuously improve the
services we offer.

4. One Council approach - where we all work together in the best interest of
council customers, rather than silo working in our different departments.

5. Equalities —to ensure our services are fair and inclusive and operate without
discrimination.

Performance is monitored through:

Weekly open complaints reports, shared with all directors, heads of service and
managers responding to complaints, RAG rated by days open, to help identify the
capacity required to meet response times and highlight overdue complaints.
Quarterly Customer insight dashboard, shared with the whole organisation —
including complaint types and volumes, complaint response times, telephone and
email contact volumes and response times, councillor enquiry volumes and response
times as well as the key learning from feedback identified that quarter.

Annual customer insight report — including customer satisfaction, annual summaries
of the contact volumes and response times across the range of channels and
services, seen by the Policy & Resources committee annually.

The Customer Feedback team - responsible for the complaints processes, including
informal resolution, referring Stage 1 complaints to the relevant service, conducting
investigations into Stage 2 complaints, providing the link between the council and the
relevant Ombudsmen and supporting the services to meet statutory obligations. The
team also log positive feedback to share best practice and understand what
customers value. Quarterly performance reports monitor complaint volumes,
response times, escalation rates and recommendations for improvement.
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Forward Plan

To deliver efficiencies, our operating model will remain needs based rather than preference

based:

Contact

channel

Basic offer

We are working towards making
sure services are available online
and easy to find to drive self-
serve.

Services communicate with
customers online where

Enhanced offer for complex

transactions and/or higher support

needs

All relevant staff are able to provide
support to access digital transactions and
information about their services for those
who need it, including for those who are
digitally excluded.

All staff are expected to provide a basic

of no more than 10 minutes. We
are improving consistency to
ensure phone lines have easy to
access options and provide
information about waiting times.

Where relevant, customers are
provided with individual phone
contacts for specific officers.

Online / digital appropriate including resolving level of digital help and signposting to
queries. deliver a One Council approach.
Corporate customer service advisors are
available via central council phone line
and at Customer Service Centres to
support customers in accessing digital
services.
Central council phone line is open Services are strongly encouraged to
9 to 5pm to help customers with extend their phone opening times
basic queries and signposting. adapting to customer needs.
Consistent live telephone offer is
being provided by all key services
for a minimum of 4 hours each
day (9.30 to 1.30pm) aiming to
have an average call waiting time
Telephone

Face to face

Corporate Customer Service
Centre (CSC)

At least one Customer Service
Centre is open providing drop-in
self-help area supported by
customer service advisors
including telephone and computer
facilities.

Customers are provided pre-
booked appointments based on
need. The drop-in offer includes
support to book face to face

Additional council contact points across
the city are being explored as
appropriate.

We will explore formalising partnership
working with other public and third sector
organisations who are able to advise
customers about council services.
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appointments, working with the
relevant service.

Customer service advisors and
concierge are able to arrange
urgent face to face appointments
with the relevant service, where
absolutely necessary.

Service Specific buildings/reception points
This currently includes children’s centres, social work hubs, libraries etc. Service
provision is based on customer need and is regularly reviewed and adapted as
appropriate by relevant services.

Visits and face to face appointments in the community
Visits / inspections / appointments are carried out as required to meet service and
customers needs by relevant staff e.g. social workers, regulatory services and are
regularly reviewed and adapted as appropriate by relevant services.

Next steps

Our operating model will be continually reviewed to help us improve and deliver further
efficiency savings. Areas for future development include, how might we:

Strengthen our commitment to the One Council approach — through further joining up the
council’s services and information systems to improve customer journeys

Maximise accessibility, including strengthening digital inclusion — such as through
promoting our access points, our digital offer and how customers can access digital
support; exploring telephone access from other council buildings; digital skills training for
staff to maximise support for customers; direct digital skills support for customers; and
making our customer service centres more accessible and welcoming. We will continue
to design services to support self-serve, freeing up organisational capacity to support
those who are digitally excluded or have more complex needs

Improve our communication and manage expectation — clearly communicating the level
and range of services we are able to provide within the bounds of financial sustainability,
and signposting to wider support

Improve customer satisfaction and experience — ensuring we have the right models of
service, for example through mystery shopping to identify where customers may be
experiencing issues, and proactively communicating when we know needs will not be
met

Engage more diverse voices and the under-served - to understand the barriers to
accessing our services and how we can improve, building on the work of the Anti-Racism
Strategy and the Accessible City Strategy.

Case study — Digitising the parking service

During 2022 Parking Services has transformed the way it interacts with its customers
through digitalising the service. Moving from receiving unstructured email contact to utilising
a digitised contact form has helped us to answer enquiries quickly and efficiently. The forms
prompt customers to provide us with all the information we need to answer their enquiry at
the first point of contact.
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Parking Services receive over 150,000 website hits a month, we know most of our
customers want to be able to self-serve by finding information quickly and completing
transactions or applications for parking online. Using the ‘One Council’ concept we aim to
use information already held by the council to verify applications, reduce the customer
journey, and increase customer satisfaction. The transition of resident Parking Permits has
seen resident online renewals increase from 56% to 99.8%. We are continuing to develop
systems that can work with future aspirations of virtual permits and direct debits - both of
which aim to reduce the customer journey. As a result the service has improved processing
time and become more efficient in all areas of customer contact.

3.2 Our People Promise

Introduction

Our People Promise sets out how we will have a high performing, resilient and skilled
workforce well placed to respond to the challenges ahead. It sets out how we will invest in
the skills to support transformational change, including digital and data skills, leadership and
business acumen. It affirms our commitment to increasing our diversity and enabling a
culture of innovation and improvement.

Context

Brighton & Hove City Council is one of the largest employers in the city with a workforce of
approximately 3,979 full time equivalent staff (4,473 headcount). The workforce has reduced
by nearly 9% since 2011 with changes to the shape of service delivery and transfers to
alternative delivery models. The council still delivers many services directly and in some
areas the workforce has grown, such as through in-sourcing or areas of policy priority. The
council has however seen reductions in management posts, with around a 30% reduction
since 2015, leading to significant capacity challenges.

Since 2017 a clearer employment offer delivered through ‘Our People Promise’ and the
implementation of our Fair and Inclusive Action Plan has seen improvements in the
experience of staff. Since 2014 the council has seen results for employee engagement
improve by over 20% and turnover remain steady at 12%, although with significant
differences in turnover between services. Building on this success, we will continue to
improve our employment offer and the development of our staff to support us in attracting
and retaining the people we need now and in the future, and to be an employer of choice in
an increasingly competitive labour market.

Forward plan

We are focused on attracting, retaining and developing our future workforce to respond to
the needs of the organisation. In the future our workforce will:

- Work increasingly in partnership with others to co-produce and co-deliver services

- Support customers to use a greater level of self service and a more digital interface

- Have more business focused skills to respond to the challenges of a constrained
budget

- Have the skills needed for the future, such as in data and digital

- Work in an increasingly agile and flexible way to optimise the use of our
accommodation
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To achieve this, we need to be an inclusive employer with a workforce that lives our values
and reflects our community and where people are respected, valued and empowered to do
their best for the city. We have worked collaboratively with staff and trade unions to develop
our people strategy (Our People Promise), built around five strategic priorities:

Priority

Our Strategic Aim

Our Promise to
each other

How we will deliver

Recruitment,
Reward, and
Resourcing

To attract and retain a skilled
workforce that meets the
council’s changing needs,
provide meaningful career
paths and a modern package
of rewards

We promise to
say ‘well done’,
recognise and

reward you for
great work

Investing and implementing a new
recruitment model to provide strategic
and professional support and ensure
managers are upskilled.

Develop a social media and marketing
strategy that enables the council to
reach a diverse range of people and
clearly communicates what the
council offers as a great employer.
Greater support for career paths,
apprenticeships, and progression (link
to career grades and pay).

Implement a clear process for
workforce and succession planning.
Review our pay and grading
framework to ensure it is modern and
fit for purpose, review career
pathways (including opportunities for
secondments) and review our
package of non-pay benefits.

Change management processes,
training and support to enable
transformative change, including
mentoring opportunities.

Learning,
Development
and
Performance

To maximise organisational
capacity and capability by
continuously developing skills
for the future, improving
performance and engaging
and motivating our staff to do
their best work

We promise you
opportunities to
do your best

Digital and data skills development
with a framework that supports digital
inclusion, supporting customer and
service transformation.

Improving skills that enable staff to
work in partnership with others and to
co-create services.

Improving business focused skills that
support value for money, efficiency
and income generation.

A strengthened and streamlined
performance management process
that supports continuous
improvement, innovation and
progression, with trust, support and
recognition at its core.

A leadership development programme
that supports leaders to innovate,
transform services (inc. with digital
and in line with the customer service
priorities), enable and empower staff
to lead through ambiguity, working
collaboratively as ‘One Council’ and
with wider partners.

Identify opportunities to fill skills gaps
— from cocreation and partnership
working to increasing business
acumen.

Empower staff at all levels, nurture a
culture of trust and support,
encourage new ideas and innovation.
Improve visibility of the Executive
Leadership Team.
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A Fair and
Inclusive
Workplace

To be reflective of the
community we serve and to
embed equality, diversity, and
inclusion at the heart of
everything we do, with strong
leadership to embed a positive
culture where our behaviours
are role modelled throughout
the organisation

We promise that
we will be a fair
and inclusive
place to work

Working collaboratively to

implement a refreshed Fair and
Inclusive Action Plan that drives and
delivers continued improvement in the
experiences of our diverse staff
groups, as well as supporting delivery
of the council's Anti-

racism, Accessible City and other
equalities strategies.

Ensuring that all our actions are data-
driven and that the rationale for any
positive action is clearly
communicated to all.

Creating an Industrial Relations
strategy and action plan to improve
processes and to enable managers to
work confidently with a range of staff
and issues.

Wellbeing

To improve health, safety and
wellbeing to demonstrate how
we value and engage our
workforce, keeping them
healthy and safe so they can
deliver for the city

We promise to
support your
wellbeing at work

Developing a flexible wellbeing offer
for an increasingly diverse workforce.
Provide a clear offer that supports
financial wellbeing, signposting
effectively alongside developing
initiatives that support our staff.
Implement our Health & Safety
strategy to improve risk management
and the safety culture of the
organisation.

A Good Place
to Work

To build our reputation as a
great place to work, and
ensuring that our culture, and
ways of working enable our
staff do their best,

We promise you
a good place to
work so we can
do the best for
the city

Reviewing the culture change needed
in the organisation to be our best and
taking steps collectively to achieve
that vision.

Accommodation Strategy including
less office accommodation with
flexible workspaces, hybrid working
and pursuing joint working across
other Public Sector bodies.

Improving internal communications to
increase employee engagement and
feeling of being valued.

Provide the people and culture
change support required as we
implement new policies and ways of
working, including the business
framework, corporate plan and future
ways of working.

Developing a clear statement
describing the role of line managers in
Brighton & Hove, the key
accountabilities of all line managers
and develop the support and
frameworks available to enable
managers to do their best.

Next Steps

Implementation of Our People Promise, will outline our commitments to supporting,
rewarding and equipping staff with the skills they need over the next four years. Clear action
plans will be developed, and performance will be measured through our corporate
performance data, our staff survey, our workforce profile and our success in recruiting and
retaining the new skills required.
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The Human Resources & Organisational Development team will work with management
teams across the council to address the challenges we face, including supporting the
organisation to enable the breadth of change required. Part of this will include managing the
process when structures and roles need to change (including job evaluation, health & safety,
supporting restructures, advisory services), as well as supporting wider cultural change to
adapt to our ever-changing environment.

Case study — the Wave

The intranet, known as the Wave, was hosted on a platform over a decade old. Home to
around 6,000 documents and 1,000 pages of content, the site was difficult to navigate. A
Senior Responsible Officer was appointed to champion the redesign of the Wave and
develop a working prototype that would improve accessibility and functionality, to enable
more effective information sharing and collaboration across the organisation. Phase |
completed in November 2022 to deliver the Wave on a new modern platform (SharePoint).
Phase Il of the programme will now involve a full accessibility audit, converting documents
into accessible web pages, with enhanced search functionality and the use of analytics of
support further improvements over the longer term. Future enhancements will include
digitising forms and looking at ways in which content could be personalised. The programme
is supported by a staff engagement and training programme.

3.3 Digital, data and technology capability

Introduction

Digital, Data and Technology (DDaT), in combination with the other organisational pillars, is
essential to supporting the council and its services to deliver improved outcomes for our
clients and customers, within the constraints of current fiscal pressures. The on-going
investment and development of our capabilities will enable the council to respond more
proactively to need and demand. It will enable quick and convenient access to council
services, whilst also facilitating more efficient and effective administrative processes for staff.
When combined with the right skills and culture, DDaT can provide the organisational
capability and capacity to transform how the council works and what it does.

Context

The council has invested in several DDaT areas in recent years, particularly in response to
the changing ways of working and customer service expectations arising from the COVID-19
pandemic. Key developments in recent years include:

o Customer ‘MyAccount’: customer online account as a single-entry point for customers to
access information and services and carry out certain transactions (with successful
integration into Parking and Revenue & Benefits services)

e Microsoft applications suite (M365): new versions of communication and collaboration
tools (M365) to support hybrid and mobile working

e ‘Customer Index and Viewer’: single central repository of core customer identity details
and records for teams to look-up individuals

o Network remote access: modern platform to enable effective remote working

e Modern systems: a number of new key line of business systems introduced (such as in
Health and Adult Social Care, Families Children and Learning, and Housing).
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Given the critical role of DDaT in enabling the council’s operational delivery and strategic
imperatives there is a need for further development of DDaT capabilities at a pan-council
and service level. The council’s overall DDaT maturity rating is between Legacy and Steady
State. This means the council has a significant way to go to realise the full opportunities from
data, digital and technology.

A summary of the current maturity assessment is set out in box below.

The council’s current digital, data and technology (DDaT) landscape

Foundational IT - the underlying technology infrastructure and systems that enables the
organisation to use, store, access and share information internally, with partners and with
residents in a secure and reliable way

- Core infrastructure hardware and software foundations are in place, including rudimentary
arrangements for availability, resilien