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Introduction
*

Swindon is in a period of major change and improvement, and is aiming to achieve at least a 3 star
rating by December 2006.This is an ambitious target but the council staff and members are working
extremely hard to achieve it. Significant progress has already been made and this has been
recognised in the recent awarding of a 2 star CPA Rating and an “improving well” direction of travel.
The council see effective use of modern information technology as key to the improvement and will
help to accelerate the rate of progress.

*

Since the submission of the interim IEG Statement 4.5 in July 2005 the council has made significant
progress with many of the e-Government initiatives and is currently producing an implementation plan
to deliver the rest of the e-Government programme as well as the wider ICT Strategy.

*

As the council has a very ambitious agenda involving a number of different work streams it has been
recognised that this cannot be delivered with the existing model.Cabinet has therefore given approval
for the council to pursue an ‘Incremental Strategic Partnership’ (ISP).For ICT, this means selecting
and working with a key partner to implement and support all of the council’s ICT infrastructure and
applications. Expressions of interest will be invited during December and work on key systems
identified in the strategy will proceed in preparation for handover to the ISP next year.

*

Corporate ICT strategies and plans for the next year
*

Prior to the development of the ICT Strategy the council made 50 promises to the community
(available at http://193.113.179.211/2010.pdf). The promises play a high-profile role in the council’'s
communications and have a strong presence in local media. Several relate directly to investment in
e-government, particularly establishment of a ‘first stop shop’ and contact centre (promises 1 and 2),
efficient procurement (5), and providing comprehensive online services (9). Delivery of other
promises will rely on a good technology base and business-led ICT.
*

The implementation planning work is now near completion and the strategic projects that Swindon will
be working towards over the next year are:
*

* A single CRM system for all of the council’s front-line work. Use of CRM throughout the organisation
will maximise resolution at first point of contact and ensure that workflow processes are efficient,
which benefits customers as well as the organisation.

*

< A fully integrated HR and payroll system. This will reduce the transactional workload on the HR
department by enabling staff to self-serve. The HR department will streamline and focus on advising
the organisation.

*



http://193.113.179.211/2010.pdf

» A single point of access (or Portal) to all council ICT. Implementation of a web based Portal and
authentication tools will assist staff remote workers and provide customers with more convenient
self-service transactions.

*

 Electronic document management. The council has an over-reliance on paper that is both costly
and means that government requirements on record keeping cannot be met.
*

* Improved computer infrastructure. This includes better servers, client computers, printers and
mobile working technologies.
*

There has also been recognition that the council uses too many under-resourced systems that in
many cases duplicate functionality. Use of several GIS applications is a clear example. An important
aspect of the work outlined above will be consolidation of the council's ICT systems, with a preference
for web browser based technology.

*

Progress over the past year
*

The senior management team has been restructured and recruited, including a new Director of
Information Systems and Technology.Progress has also been made on a number of fronts:
*

 Engagement with the community. Swindon is now using online tools to support all of its
consultations. An application called ‘Microdemocracy’ has been developed as part of the
e-Democracy National Project, and it is helping the council target specific groups of customers for
engagement.

*

¢ Realising corporate efficiencies. Back-office processes are being managed more efficiently. All
high-volume payments can now be made over Government Gateway and take up of Direct Debit, the
most efficient payment channel, is increasing. Savings are already being seen from better
procurement and Oracle i-Procurement is currently being implemented. Recruitment is also being
managed more efficiently, with savings being realised particularly through online advertising and job
applications.

*

¢ Ensuring access to ICT services for all groups. Swindon is making best use of ICT to reduce social
exclusion and is ensuring that investment in e-government improves living standards for everyone.
Networked PCs are available in libraries and council-supported websites provide information about
social services and local care organisations.

*

« Encouraging take-up of e-services. Swindon is marketing online services to attract new users and
building trust in its public-facing transactions to ensure that customers continue to use them.
*

Swindon will use several channels, including the local press, correspondence with customers and the
corporate website, to raise awareness that information and transactional services can be accessed
online. The Swindon Advertiser (a local newspaper) carries a weekly column about the 50 promises,
which will be used to promote e-services. Non-electronic channels are central to attracting new
customers to the website and Swindon will also use postal correspondence, such as bills and
invoices, to advertise e-payments and the council’'s website. The website itself is designed to show
visitors the range of services that can be accessed online. e-Payments, e-forms and other popular]
functions of the website are clearly accessible from the home page.

*

Building trust in local e-government will ensure that customers using online services continue to use
them. Swindon is implementing standards to ensure that e-services live up to customers’
expectations. These standards include target response times for queries, comprehensiveness of
online information and web accessibility and availability. Work is also underway to ensure that
customers are authenticated to the appropriate level of confidence, and the first phase — mapping
services to established levels of authentication — is complete.

*




Discrepancies between IEG4.5 and IEG5

*

Over the past six months, reporting systems have been improved and plans for ICT implementation
have been changed significantly. Some of the information in subsequent sections is inconsistent with
IEG4.5. The main differences are:

*

* BVPI 157 figures are different because before April 2004 Swindon did not use the esd-toolkit to
report the indicator. E-enablement for each interaction type has been estimated using the overall
figure. All services that are yet to be e-enabled have associated barriers.

*

« Payment volumes and potential e-payments efficiencies are different because
management-reporting systems have been improved and are now producing more
accurate data.

*
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