
Please ask for Joel Hammond-Gant
Direct Line: 01246 34 5273
Fax:  01246 345252
Email:  committee.services@chesterfield.gov.uk

The Chair and Members of Cabinet

Dear Councillor,

AGENDA SUPPLEMENT

Please see attached the documents for the agenda item(s) listed below for 
the meeting of the CABINET to be held on TUESDAY, 24 APRIL 2018, the 
agenda for which has already been published.

8.   Information and Communication Technology Review (Pages 3 - 64)

Yours sincerely,

Local Government and Regulatory Law Manager and Monitoring Officer
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For publication

Information and Communication Technology Improvement 
Programme (BT150)

For publication 

1.0 Purpose of report

1.1 This report provides information on the findings from the 
Information and Communication Technology (ICT) review 
which has been completed by Arcus Global and gives details of 
the improvement programme which has been developed 
following the review.  It sets the strategic direction for ICT and 
digital service redesign at Chesterfield Borough Council.

1.2 Implementing the ICT Improvement Programme will require 
significant financial commitment. Costs will be met through 
existing service budgets, use of the ICT Reserve, borrowing 
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through the Public Works Loan Board and by potentially using 
MHCLG flexible capital receipts capability. 

1.3 The ICT Improvement Programme will build on Chesterfield 
Borough Council’s Great Place, Great Service ambition.  It is 
transformational and will significantly strengthen the Council’s 
ICT service provision, resilience and information security.  

1.4 Implementing this programme will also enable us to deliver 
modern improved services to our customers, tenants, 
residents, businesses and visitors and effectively meet the 
growing demand for digital access to council services.

1.5 The successful implementation of the programme will also 
enable efficiencies to be made across the organisation and 
support the Council to continue to sustain its standing as a 
high performing and financially sound local authority.  

1.6 The ICT Improvement Programme supports all three of the 
Council Plan priorities. 

2.0 Recommendations

Cabinet are asked to recommend to full Council that:

2.1 The findings from the Arcus Global ICT review are noted.

2.2 The ICT Improvement Programme, and the budget attached at 
Appendix C of the officer’s report, are approved.

2.3 Delegated authority is given to the Council’s Finance and 
Performance Board to exercise corporate oversight and 
management of the ICT Improvement Programme.

2.4 Delegated authority is given to the Council’s Assistant Director 
– Customers, Commissioning and Change, in consultation with 
the Portfolio Holders for Business Transformation and Homes 
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and Customers, to procure the hardware, software, staffing 
and technology partners required to support delivery of this 
programme. Delegated authority is given in accordance with 
the Council’s constitution and within the limits of the budget in 
Appendix C.

2.5 Delegated authority is given to the Council’s Director of 
Finance and Resources, in accordance with the Council’s 
constitution, to move spend between capital and revenue as 
appropriate.

2.6 The cost of the Programme is funded through a combination 
of General Fund capital and revenue and HRA revenue, as set 
out in Section 5.0 of the officer’s report.

2.7 Revisions are made to the Council’s Medium Term Financial 
Plan to incorporate the cost of the programme.

2.8 A further, detailed report is prepared for a future meeting of 
the Joint Cabinet and Employment and General Committee 
seeking approval to make a number of new appointments to 
enable effective implementation of the approved Digital 
Innovation / ICT Improvement Programme. 

3.0 Report Details

Background

3.1 As part of the contractual review of its strategic partnership 
with Arvato, Chesterfield Borough Council commissioned 
Arcus Global to complete a review of the ICT service and the 
digital service offer which is provided to tenants, residents, 
businesses and visitors.  The review was commissioned to give 
assurance that the Council’s Information and Communications 
Technology provision is able to underpin delivery of our 
medium term strategic ambitions.  Arcus Global was also 
commissioned to develop an appropriate improvement 
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roadmap, which would address any identified weaknesses. 
The Arcus Global report is attached at Appendix A.  Findings 
from the review highlight that there is a clear need to:

3.1.1 Replace the council’s ageing and unsupported 
infrastructure;

3.1.2 Increase the levels of business continuity resilience;
3.1.3 Increase IT staffing and resource expertise;
3.1.4 Strengthen network security; and 
3.1.5 Proactively upgrade or replace essential business 

applications so that they are supported and fit for 
purpose.

3.2 In addition, the Council is recommended to invest in a digital 
platform, so that the core technology components (which are 
needed to deliver services effectively) can be integrated with 
minimal difficulty and cost and that a simple and easy to use 
digital offer can be developed for tenants, residents, 
businesses and visitors. 

3.3 The improvement roadmap that has been recommended by 
Arcus Global has since been evaluated and the required 
activities prioritised into two parallel programmes of work.  
The first focuses on the essential ICT infrastructure 
improvements which are required to strengthen the Council’s 
ICT provision and increase its resilience.  The second focuses 
on process redesign and on the implementation of digital 
access channels, which will improve services to customers. 

3.4 The report developed by Arcus Global has been costed by the 
Assistant Director - Customer, Commissioning and Change 
and critical delivery milestones have been set so that the 
required transformational changes can be effectively 
delivered.   
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Essential Improvements Programme
3.5 The essential ICT Improvements Programme will enable the 

Council to strengthen its core ICT provision and will focus on 
delivery of the following activities:

3.5.1 Replacing the Council’s on premise infrastructure 
before 2020, to ensure it remains secure and 
supported.  The Council will take a ‘cloud first’ approach 
when replacing this infrastructure, whilst ensuring that 
best value is achieved;   

3.5.2 Procuring and implementing new productivity tools (i.e. 
Office 365 or Google Docs) to enable the creation of 
documents, spreadsheets and presentations.  This is 
needed as the Council’s existing Microsoft enterprise 
agreement ends in 2019; 

3.5.3 Simplifying the way staff and elected members access 
council systems, reducing the number of passwords 
that are required;

3.5.4 Procuring and implementing improved networking and 
telephony solutions, which will increase security and 
business resilience within the Council; 

3.5.5 Procuring and implementing public Wi-Fi in key council 
buildings;

3.5.6 Implementing a planned replacement programme of 
older desktops, laptops and tablets with newer and 
more appropriate equipment, improving reliability, 
speed and functionality.

3.5.7 Reviewing and upgrading the Council’s core line of 
business systems as they become out of contract or out 
of support;

3.5.8 Implementing service desk tools within the ICT service 
team, so that faults and problems can be easily 
resolved;

3.5.9 Increasing the levels of skill and knowledge within the 
ICT service team, to support the new ways of working. 
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Digital Improvements Programme
3.6 The development of digital technology is revolutionising the 

way services are provided.  Digital technology is now enabling 
many organisations to provide more responsive and customer 
focused services, delivered at times that are convenient to 
customers and in a more efficient manner.  Examples of this 
are evident through the growth of online banking, online 
shopping, the development of Airbnb, DVLA service 
transformation and the increasing take up of artificial 
intelligence help such as Amazon Alexa or Google Home 
devices. 

3.7 Economic austerity is also prevalent within Local Authorities, 
many of which are now obliged to pare back their ambitions 
for the communities they serve and reduce the level of 
services they offer.  However many Local Authorities are also 
choosing to be innovative in how their services are delivered, 
so that as far as possible, their responsiveness to community 
needs and aspirations can be maintained, despite reducing 
budgets.

3.8 Chesterfield Borough Council has already begun to embark on 
a journey of innovation and transformation, through its Great 
Place, Great Service transformation programme.  Alongside 
new commercial and workforce developments, the Council 
has begun to implement digital technology, introducing a 
number of improvements such as an easier to use website, 
rolling out mobile devices within the workforce so that our 
staff are more efficient, and using social media to widen 
communication channels with residents.  These examples 
however, represent only a small proportion of what is possible 
in terms of transforming our services and making them easier 
to access and more responsive.

3.9 To date, Chesterfield Borough Council has largely added digital 
technology onto existing service delivery mechanisms and 
processes.  Whilst this approach gives some benefit, it places 
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limits on the Council’s ability to shift its thinking and deliver 
services in a different way, which are better joined up, more 
efficient and which provide improved ‘One Council’ customer 
service performance.    

3.10 The Digital Improvement Programme will focus on delivery of 
the following activities:

3.10.1 Procuring and implementing a digital platform;
3.10.2 Implementing a social media customer services offer;
3.10.3 Procuring and implementing an electronic records 

management system (ERMS) so that information is 
securely stored, paper is reduced and space within our 
buildings is utilised effectively;

3.10.4 Evaluating and re-engineering our business processes 
so that we are able to improve the customer journey, 
streamline activity, automate processes and remove 
waste;

3.10.5 Implementing a series of data analysis projects which 
will provide us with business intelligence, aid decision 
making and shape future service offers. 

3.11 All transactions generated through the digital platform will be 
enabled for smartphone use and customers will be able to 
access services via an app or via webchat in addition to the 
usual access channels. 

3.12 Digital services will be available 24/7, improving service 
accessibility by allowing customers to transact with us when it 
is convenient for them. 

3.13 The introduction of a secure customer portal will enable 
residents to access personal information such as their rent, 
housing benefit, and council tax account or to make, and 
monitor progress of, a service request online.  
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3.14 All services will be integrated into a customer relationship 
management system (CRM), so that by the end of the 
improvement programme, staff members will have access to a 
single version of customer data, a history of customer 
transactions and interactions and immediate access to 
correspondence or documentation.

3.15 The digital improvement programme will enable core service 
delivery costs to be reduced. It is also important however to 
recognise that there are other reasons to implement this 
programme, such as: 

3.15.1 Providing quicker, more accessible and responsive  
services to tenants and residents at a time of reducing 
resources; 

3.15.2 Delivering more activity through the Customer Services 
function, so that we better utilise resources and free up 
staff to concentrate on the work where their expertise is 
really needed;  

3.15.3 Preventing and reducing service demand by enabling 
communities to serve themselves or by dealing with 
things before they turn into a service request;

3.15.4 Ensuring the earliest possible resolution of customer 
enquiries, reports and requests;

3.15.5 Supporting the increased commercial approach that the 
council has begun to deliver, including building 
increased capacity to market our services at the first 
point of contact;

3.15.6 Improving the measurement of performance across all 
Council services, with a view to driving improvements 
for tenants, residents, businesses and visitors;
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3.15.7 Providing greater opportunities for staff career 
development;

3.15.8 Breaking down barriers between council services and 
ensuring that cross council working is focused on 
customer needs. 

3.16 An outline timeline has been produced (Appendix B) which 
provides indicative timeframes for the activity that will be 
completed if this programme is approved.

4.0 Human resources/people management implications

4.1 Implementing the recommended ICT Improvement 
Programme will change the way that Chesterfield Borough 
Council delivers services.  It will impact on elected members, 
services and all employees, many of whom will move to using 
different work methods, processes and tools when they 
complete their work.  

4.2 The ICT Improvement Programme will be a major driver and 
enabler of change within the Council.  As part of the 
programme, all parts of the Council will be engaged in service 
redesign.  The changes which are made to individual service 
delivery will be driven by customer needs, a ‘one council, one 
team’ approach and a clear financial business case.

4.3 The ICT service is currently delivered through the Council’s 
Public, Private Partnership (PPP) with Arvato.  This contract is 
due to end in 2020, significantly earlier than the planned 
completion of the ICT Improvement Programme.    

4.4 As the programme will continue well beyond the 2020 end 
date of the PPP it is important to ensure that if approved, the 
detailed ICT expenditure is sustainable and right for the 
Council in the medium term i.e. beyond 2020.   
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4.5 The potential imminent sale of the Arvato CRM arm of the 
Bertelsmann group adds uncertainty as to which company 
might be delivering our ICT services until 2020.

4.6 Based on the level of investment required, timescales for the 
work and the intended sale of Arvato CRM, Arvato and the 
Council are currently in detailed discussions on the best way 
forward, with the final outcome of these negotiations due 
early to mid-May 2018.

4.7 Strategic Human Resources will also play an important role in 
delivering and supporting the culture changes that will be 
required to successfully exploit the new ICT and digital 
services delivery and the effective delivery of this discipline is 
again a matter of current discussion and negotiation with 
Arvato.   

4.8 For some aspects of the Improvement Programme the Council 
may need to work alongside new technology partners who 
have demonstrable experience of successfully delivering ICT 
transformation within the Public Sector and ideally local 
government.   Funding for the additional resources which are 
required has been built into the financial model. 

4.9 Recruitment is also required to a number of Digital Innovation 
roles so that the Council is able to begin the transformation 
programme with the right capability and capacity.  These roles 
will be in addition to the current Arvato ICT resources.  

4.10 Further details of these job roles, including proposed salary 
grades will be provided to support their establishment at a 
future meeting of the Joint Cabinet and Employment and 
General Committee.

4.11 As services are redesigned, efficiencies will be made.  The 
Arcus Global report identifies that changes can be delivered 
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which will result in an overall headcount reduction of 30 to 40 
staff from 2020/21 onwards.  The reductions are expected to 
be achieved through natural turnover, and voluntary 
redundancy or retirement.                                                  
                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                

5.0 Financial implications

5.1 The ICT improvement programme is a critical investment for 
the Council and is a programme that, if we are to get it right, 
understandably has a heavy price tag attached to it.

5.2 As shown in Appendix C to this report, the estimated total cost 
of the programme over the 9 year period 2018/19 through 
2026/27 is £9,700,638, split £5,719,083 capital and £3,981,555 
revenue.

5.3 For the purposes of this report, it is assumed that the capital 
cost is met through the mechanism of prudential borrowing, 
with the cost of said borrowing fully reflected in the revenue 
cost.  It is the case, however, that a significant percentage of 
the capital cost should ultimately be met through the 
surpluses that are currently forecast in the council’s General 
Fund capital programme in 2019/2020 and 2020/21; 
recognising, of course, that these surpluses are reliant on 
capital receipts yet to be generated through future planned 
property and land sales.

5.4 To recognise the direct value of the programme to the services 
the council provides to its tenants, the revenue cost is split 
80:20 between the General Fund and the Housing Revenue 
Account.  The costs to the latter can be easily accommodated 
within the healthy surpluses currently forecast for the financial 
year 2018/19 through 2022/23 (ref. Council Report (22 
February 2018) – Housing Revenue Account Budgets 2018/19 
through 2022/23).
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5.5 With regards to the General Fund element of the revenue cost, 
it is intended to first apply the ICT digital innovation reserve, 
which has been prudently set aside for this purpose, to offset 
£738k of the £872k that the council plans to spend within the 
financial years 2018/19 and 2019/20.

5.6 Beyond 2020/21, the General Fund element of the revenue 
cost, as shown in Appendix C, will impact on the Council’s 
General Fund medium term financial position; more 
significantly in the financial years 2020/21 and 2021/22 and 
then reducing through to 2026/27.

5.7 As the information was not available at the time of the Council 
Meeting on 22 February 2018, the latter revenue costs did not 
feature in the 2018/19 Budget and Medium Term Financial 
Plan.  The deficit forecast shown in the report to Council will 
therefore grow to a maximum level of £1.5m in 2020/21.

5.8 Whilst challenging, the two-year lead-in period is beneficial in 
enabling a rational and measured approach to be taken to 
achieving the statutory requirement of setting balanced 
budgets each and every year.

5.9 As already referenced in paragraph 5.3, there is scope to 
reduce the revenue costs of borrowing through funding more 
of the capital cost through receipts.  And, should we be able to 
identify further council land and property for disposal, to 
apply to the Ministry for Housing, Communities and Local 
Government for the flexibility to directly use capital receipts 
for revenue purposes where the use will lead to further 
revenue savings over time.

5.10 Work is also underway to identify a further £1m of efficiencies 
to 2020/21.  In the main, it is anticipated that these efficiencies 
will be realised through business rate growth (though the 
Government is yet to report on the outcomes of its Fair 
Funding Review and how it intends to distribute business rate 
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growth between upper and lower-tier councils for 2020/21, 
greater commercialisation of our frontline operations, 
improved income generation at our venues and sports 
centres, and managed cost control.  More detail on all of the 
above will be provided in the next iteration of the council’s 
medium term financial plan, which will be completed and 
reported to Cabinet and Council in June 2018, when the 
financial year end position for 2017/18 is known.

5.11 The split over time between capital (hardware) and revenue 
(software) costs may also change, although the overall budget 
will remain as stated.  To ensure a flexible and agile approach 
it is therefore recommended that the Director of Finance and 
Resources has delegated authority to move costs between 
capital and revenue as appropriate and in accordance with the 
Council’s constitution. 

5.12 Implementing a digital platform will support the Council to 
redesign services and generate efficiency savings within 
service revenue budgets from 2021/22.  As is again shown in 
Appendix B, it is forecast that the Digital Innovation part of the 
ICT Improvement programme will achieve total net revenue 
savings of around £4,458,000 during the 9 years to 2026/27.

5.13 Some of these savings will result in an overall headcount 
reduction, as is referred to in paragraph 4.11.  It is therefore 
proposed to set aside a sum of £750,000 from the forecast 
general fund outturn surplus for 2017/18 as a ring-fenced 
reserve to support the outcomes of the afore-mentioned 
service redesign activities. 

5.14 Given the nature, scale and complexity of the ICT 
Improvement Programme, it is proposed that the Finance and 
Performance Board provide corporate oversight and 
management of the overall Programme.

5.15 Detailed procurement exercises, with legal support, will be 
completed over the term of the programme, to ensure that 
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the Council is achieving best value with commissioning 
authority proposed to be delegated to the Assistant Director – 
Customer, Commissioning and Change, in consultation with 
the Portfolio Holders for Business Transformation and Homes 
and Customers.  Where the procurement scope or costs fall 
outside of the ICT Improvement Programme’s allocated 
budget, formal approval to progress will be sought from the 
Council’s Finance and Performance Board.  The Council’s 
finance team will participate in the financial scoping of all 
procurement and will undertake the necessary value for 
money checks.

5.16 Regular progress reports will also be prepared for 
consideration by the Council’s Scrutiny Committees and 
Cabinet.

6.0 Legal and data protection implications

6.1 The council has a legal duty to implement ICT systems that are 
secure and that meet the requirements of the General Data 
Protection Regulations.  The procurement of new technology 
will be compliant with the Regulations and contract awards 
will only be made to suppliers who are able to meet the 
Council’s refreshed Information Assurance Policies.  The 
Council will also comply with EU (OJEU) and its own internal 
procurement regulations.

7.0 Consultation

7.1 Arcus Global has consulted with key stakeholders across 
council services in determining the need for change.  In 
addition they have consulted with lead Cabinet portfolio 
holders and with the Arvato ICT team and their senior 
representatives.  Presentations and demonstrations have 
been provided on a regular basis to Cabinet Members and 
Scrutiny chairs.
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7.2 The Council has also used the independent ICT research and 
advisory firm Gartner to review and provide assurance with 
regards to Arcus Global’s recommendations and costs, and to 
guide salary expectations for the new roles, which have been 
used as estimated figures for budget purposes with on costs 
(NI and pensions).

8.0 Risk management

8.1 Some significant risks undoubtedly exist in delivering such 
large changes to the way that the Council operates.  The most 
significant risks and their mitigation are summarised in the 
table below.

High Level Risk Summary of Mitigation
Delay in the programme 
implementation timetable

 Dedicated team in place and recruitment of specialist, 
experienced, team members where required to supplement the 
existing Council team.

 Sufficient resources agreed by CBC to deliver the programme 
on time.

Not meeting the financial 
efficiency savings

 Regular monitoring by Finance and Performance Board, Cabinet 
and Overview and Scrutiny.

 Effective implementation planning to pinpoint where efficiencies 
will be realised.

IT Delays  Additional time has been added in to the front of the 
implementation programme to plan and procure ICT changes.

 Flexibility has been built into the programme to bring forward 
other elements of implementation if there are delays in some 
aspects or phases.

 Specialist IT procurement resource is likely to be required.
Disruption to staff  Implementation of communications programme.

 Change champions to be implemented in each service area.
 Change managers implemented to work with service areas 

around cultural change
Spending not aligned to 
approved spend / budget

 Controls established, agreed, implemented and communicated.
 Larger scale spends approved in consultation with Portfolio 

Holder.
 Regular budget monitoring.
 Regular Programme reporting to include financial position, actual 

versus budget, VFM, outcomes and timescales.
 Programme monitoring, including financial position undertaken by 

the Finance and Performance Board.
Deterioration in the 
Councils budget deficits.  
This forms part of the 
Council’s corporate risk 
register.

 The Council is required to produce a balanced budget each 
financial year and IT spend will be reviewed annually as part of 
the budget setting process to ensure this is achievable.

 IT costs are at risk of escalation.  Some contingency has been 
built into the financial model and procurement scope will be 
managed so that budget is not exceeded.

 Any redundancy costs are estimates until pension (Derbyshire 
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CC) and other costs can be worked out on a case by case basis.  
The classification of IT costs as capital, revenue, lease, license 
etc. is uncertain in some circumstances ‘e.g. cloud systems until 
the procurement is done.  Close monitoring of the financial model 
will take place to ensure that the programme remains on track. 

Disruption to customers 
and business as usual

 Phasing of new services will be controlled, so that BAU is not 
adversely affected.

 Customer input is built into the business process design and 
testing.

 Comprehensive communication plan to be designed to keep 
customers and residents well informed

 
9.0 Equalities Impact Assessment (EIA)

9.1 A draft Equalities Impact Assessment has been completed.  
This is attached at Appendix D.  Residents will be consulted on 
all relevant service process redesign work throughout the 
implementation period and the EIA will be updated and 
revised to reflect their feedback. 

9.2 Implementing digital transformation will improve access to 
services for Chesterfield’s tenants, residents, businesses and 
visitors.   The Council does not intend to remove any existing 
access channels and also intends to provide assistance to 
those who are unable to access services online, but who 
would like to do so.    

10.0 Alternative options and reasons for rejection

  Do nothing or delay the work
10.1 The Council’s ICT infrastructure, if not replaced, will be 

impacted by regular technical failures which will reflect 
negatively on service delivery.  In addition, the Council will be 
unable to control its resources effectively and will be reactive 
in managing data security.  This increases the risk of fines 
imposed by the Information Commissioners Office, due to 
non-compliance with General Data Protection Regulations. 
 

10.2 The Council’s current digital offer is not sufficiently developed 
to provide a great customer experience or to achieve 
efficiencies in its current form. 
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10.3 There is now an expectation from Central Government that 
public services will be designed as ‘digital by default’ and many 
councils – further ahead in their digital journey – are already 
benefiting from the efficiencies that can be achieved by 
encouraging customers to access services using digital 
channels. Doing nothing will place the council behind its peer 
leaders. 

10.4 As customer expectations around the availability of digital 
access channels rise, Chesterfield Borough Council will not 
have developed its own digital service offer and customer 
satisfaction will fall whilst service costs continue to rise.  The 
option of doing nothing has therefore been rejected.

Implement ‘digital’ functionality through point to point 
system integration, instead of through a digital platform.

10.5 In this option, line of business systems, the website, the 
Customer Relationship Management system (CRM) and the 
Customer Portal (once enabled) are separate technology 
components instead of forming an integrated platform 
solution. Chesterfield Borough Council currently implements 
digital improvements using this approach.  All of the 
components need to be integrated separately by ICT 
integration specialists, using costly web services.  Integrating 
the separate solutions is complex and time consuming and 
this approach would require the Council to invest in increased 
ICT technical support.

10.6 Without this increased support, it is unlikely that the Council 
will have the capacity or capability to progress the integrations 
that are required (this hasn’t been done to date with the 
Council’s existing CRM system) and therefore the value of the 
digital technology will diminish as the Council will not be able 
to obtain a single view of the customer and make data driven 
decisions or easily upsell.  
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10.7 In addition, retaining this approach to digital transformation 
will limit the level of efficiency which can be achieved from the 
development of multi-functional customer services staff 
members until all integrations have been completed across all 
technology components.  This will delay the timeframe in 
which service delivery costs can be reduced.  This option has 
therefore been rejected due to its high running costs and 
extended delivery time. 

  Implement Line of Business Customer Portals

10.8 In this option, business applications are expected to provide 
their own digital portals.  Contact Centre and Customer 
Services staff members will need to log into each of these 
portals separately to obtain real time (or close to real time) 
information.  

10.9 This option offers some benefits, such as guaranteed 
integration between business applications and the customer 
portal, and it is easier to achieve complex functionality.  

10.10 However, taking this approach to digital transformation could 
continue to encourage silo based service offers to our tenants, 
residents and businesses.  It will be more complicated to 
achieve efficiencies through service redesign as access to 
information has to be obtained through individual business 
systems.  In addition, this approach does not provide the 
Council with the ability to achieve a unified look and feel for 
customers when they are accessing services online - 
complicating the customer journey and discouraging digital 
take-up.  

10.11 Implementing this option limits the Council to providing a 
digital offer only to those services whose systems include a 
customer portal.  Implementation costs and support and 
maintenance costs will be incurred for each system where the 
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digital portal is implemented and this will increase overall 
costs.   For these reasons, this option has also been rejected.

11.0 Recommendations

  Cabinet are asked to recommend to full Council that:

11.1 The findings from the Arcus Global ICT review are noted.

11.2 The ICT Improvement Programme, and the budget attached at 
Appendix B of the officer’s report, are approved.

11.3 Delegated authority is given to the Council’s Finance and 
Performance Board to exercise corporate oversight and 
management of the ICT Improvement Programme.

11.4 Delegated authority is given to the Council’s Assistant Director 
– Customers, Commissioning and Change, in consultation with 
the Portfolio Holders for Business Transformation and Homes 
and Customers, to procure the hardware, software, staffing 
and technology partners required to support delivery of this 
programme. Delegated authority is given in accordance with 
the Council’s constitution and within the limits of the budget in 
Appendix C.

11.5 Delegated authority is given to the Council’s Director of 
Finance and Resources, in accordance with the Council’s 
constitution, to move spend between capital and revenue as 
appropriate.

11.6 The cost of the Programme is funded through a combination 
of General Fund capital and revenue and HRA revenue, as set 
out in Section 5.0 of the officer’s report.

11.7 Revisions are made to the Council’s Medium Term Financial 
Plan to incorporate the cost of the programme.
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11.8 A further, detailed report is prepared for a future meeting of 
the Joint Cabinet and Employment and General Committee 
seeking approval to make a number of new appointments to 
enable effective implementation of the approved Digital 
Innovation / ICT Programme. 

12.0 Reasons for recommendations

12.1 Information and Communications Technology (ICT) underpins 
everything the council does and it is essential that the service 
is able to support the Council’s future plans. Investment in the 
Essential ICT Improvement Programme will provide the council 
with much needed resilience and improved information 
security, so that the council can comply with changing 
legislation.  In addition, by making an investment in the Digital 
Improvement Programme and changing the way services are 
accessed, Chesterfield Borough Council will be able to achieve 
improvements to services.

Decision information

Key decision number 815
Wards affected All wards
Links to Council Plan 
priorities

This programme links to all 
Council Plan priorities.

Document information

Report author Contact number/email
Rachel O’Neil 01246 345833

Rachel.Oneil@chesterfield.gov.uk
Background documents
These are unpublished works which have been relied on to a 
material extent when the report was prepared.

This must be made available to the public for up to 4 years.
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Appendices to the report
Appendix A Arcus Global report 
Appendix B Outline Programme timeline
Appendix C ICT Programme Financial Model
Appendix D Draft EIA
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Appendix B

People

Digital

Applications

Enabling 
technology

Outcomes   

Establishment 
of required 

posts

Integrate Box 
office calls into 
contact centre 
digital posts

Redesign support services & 
business transformation phase 1

Procure digital 
platform

Reduce number 
of passwords 

required

Replace asset management invoicing system

Deploy CRM & digital portal for 
Council Tax & Benefits service

Upgrade Council finance system

Develop foundations to support 
O365/google docs

Cloud bubble build 
& migration of 25% 

of applications

Enhanced service 
levels achieved in 

Box Office

Increased skills 
and knowledge 
within ICT team

1st end to end 
digital services 
implemented

Increased ICT 
resilience 
achieved

Procure a technology partner for 
cloud migration 

Implement cloud disaster recovery

Establish cloud windows domain &DMZ

Replace homelessness system

Replace leaseholder housing module

Develop CRM and business 
system Integration design

 

Replace networks across the estate

Implement public access Wi-Fi 
across the estate

Implement end to end 
digital canvass process 

2018

Enhanced security levels 
achieved

Upgrade Venues system

Agree ways of working between ICT 
BAU and delivery of the improvement 

programme. 

Upgrade income system to comply with PCI-DSS

2019

Contract renewal for website 
&intranet

Contract renewal for 
construction ERP

Deploy CRM & Customer portal 
for regulatory services

Deploy customer portal for 
Environment service

Deploy CRM and Customer 
portal for Leisure

Contract renewal for HR 
and Payroll

Contract renewal for Leisure system

Cloud migration of 
60% of applications

Deploy CRM & digital portal 
for Waste service

Deploy CRM for Environment 
service

Deploy customer portal for 
Elected Member casework

Deploy CRM for internal 
case management

Retire legacy servers

Pilot O365  or 
google docs

Full roll out O365 / 
google docs

Replace Nimble 
storage

Develop intra service application 
integration

More end to end 
digital services 

available 

Greater visibility of 
progress with member 

casework 

Increased ICT 
resilience and 

scalability achieved

Develop knowledge base

Cyber Essentials 
+ achieved
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People Re-design of 
Customer 
Services 

2020 2021 onwards

Re-design support 
services (2) 

Improved performance 
measurement

Digital

Applications

Enabling 
technology

Outcomes   

Contract renewal for 
Electoral Services

Deploy CRM & digital portal for 
planning service

Contract renewal for 
Revenues & Benefits 

system

Cloud migration of 90% of 
applications

More end to end 
digital services 

available

Increased access 
channels for our 
residents

Stable ICT 
infrastructure

Increased opportunity for 
career development 

Contract renewal for planning, 
building control and legal services

Contract renewal for 
Democratic services

Develop inter service 
integration design

 

Replace telephony across 
the estate

Complete contact 
unification review 

Reduced service demand 
achieved though self service

Contract renewals 
implemented as BAU

Application and business process 
continuous improvements are 

implemented as BAU

Deploy CRM & Customer portal 
for housing repairs

Deploy CRM & customer 
portal for Venues

Deploy CRM and customer portal 
for housing allocations

Implement technology refresh as BAU

Deploy Web chat Deploy CRM & 
customer portal for 

Town Centre

Implement data analysis 
and business intelligence

Retire legacy servers

Single view of 
customers 

Able to easily use data to 
drive decision making and 
support commercialisation

Customers able 
to access 

services 24/7

Deploy CRM and digital 
portal for Housing rent 

Review of generalist / specialist roles & 
implementation of social media customer services 

Deploy CRM & digital 
portal for Tenancy 

Management 

Cross council working 
enabled 
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Summary Digital IT Projects  

Revenue Position 2018/19  2019/20  2020/21  2021/22  2022/23  2023/24 2024/25 2025/26 2026/27 Total 

IT Essential Spend 351,728  610,222  685,064  1,016,811  1,036,189  1,080,543  1,186,493  1,222,328  1,250,895  8,440,273  

Digital Innovation 151,232  -22,809  -1,981  -345,648  -577,362  -772,041  -941,008  -964,012  -985,088  -4,458,717  

502,960  587,413  683,083  671,162  458,827  308,502  245,485  258,316  265,807  3,981,555  

GF Element 402,368  469,930  546,467  536,930  367,062  246,802  196,388  206,652  212,645  3,185,244  

HRA Element 100,592  117,483  136,617  134,232  91,765  61,700  49,097  51,663  53,161  796,311  

Capital Spending 018/19  2019/20  2020/21  2021/22  2022/23  2023/24 2024/25 2025/26 2026/27 Total 

IT Essential Spend 1,725,284  811,418  693,949  25,680  275,544  740,649  180,492  74,760  10,680  4,538,456  

Digital Innovation 465,598  197,703  230,097  0  0  287,229  0  0  0  1,180,627  

2,190,882  1,009,121  924,046  25,680  275,544  1,027,878  180,492  74,760  10,680  5,719,083  
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Appendix D

Date: September 2010 Issue 1 1

Chesterfield Borough Council

Equality Impact Assessment - Full Assessment Form

Service Area: Customers, Commissioning and Change
Section:
Lead Officer: Rachel O’Neil

Title of the policy, project, service, function or strategy the preliminary EIA is 
being produced for:  ICT Improvements

Is the policy, project, service, function or strategy: 
strategy/service/programme

Existing 
Changed 
New/Proposed x

STEP 1 – MAKE SURE YOU HAVE CLEAR AIMS AND OBJECTIVES

What is the aim of the policy, project, service, function or strategy?

 To strengthen the Council’s ICT service provision, resilience and information 
security.

 To deliver modern, improved services to our customers, residents, businesses and 
visitors and effectively meet the growing demand for digital access to council 
services.  

 Implementation of the digital tools and capabilities will need to be supported by 
operating model changes, cultural change and new ways of working to maximise 
and benefit from the use of the digital technologies.

Who is the policy, project, service, function or strategy going to benefit and 
how?
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Date: September 2010 Issue 1 2

Implementation of the improvement programme will benefit residents and non- residents of 
the borough who contact the council to access services or find information.   It will also 
benefit Chesterfield Borough Council employees, Elected Members and our partners.

The ICT Improvement Programme is set to transform and enhance the way that 
Chesterfield Borough Council interacts with residents.  It will 

o Enable customers to seamlessly self-serve across all business areas, 
creating an account online so that they can access their own information and 
track progress.

o Increase the level of digital inclusion in Chesterfield, so that residents can 
access services online and seek out additional opportunities.

o Ensure a robust and appropriate ICT resource is in place to support the shift 
to digital services.

o Enable easier access to our services.
o Allow calls to be routed more effectively, making it possible for customers to 

get through to the right person first time.
o Provide access to appropriate and responsive services 1st time. 
o Provide a more flexible and multi-skilled workforce with the ability to remove 

hand offs and duplication.
o Develop a single view of the customer and ensure information is updated 

through all systems, improving data quality.
o Simplify customer application processes across the council
o Enable employees and elected members to easily use customer data to 

drive business intelligence and shape services
o Retain flexibility in service delivery
o Protect front line services

What outcomes do you want to achieve? 

 Increased skills and knowledge within our ICT team
 Increased ICT resilience
 Additional access channels made available for residents 24/7/365
 Greater customer satisfaction
 Increase the proportion of customers contacting the council online
 A single view of our customers and their needs
 Savings opportunities through co-location and rationalisation of teams
 Greater visibility of progress with member casework
 Improved performance measurement
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What barriers exist for both the Council and the groups/people with protected 
characteristics to enable these outcomes to be achieved?

Low digital skills
Access to digital technology
Ageing ICT infrastructure within CBC
Possible language barriers

STEP 2 – COLLECTING YOUR INFORMATION

What existing data sources do you have to assess the impact of the policy, 
project, service, function or strategy?

Arcus Global ICT review
Chesterfield Borough Council plan
Are you being served data
Customer satisfaction data generated through the Council’s Public Private Partnership 
with Arvato
The industrial strategy
Digital inclusion measures
Doteveryone.org

STEP 3 – FURTHER ENGAGEMENT ACTIVITIES 

Please list any additional engagement activities undertaken to complete this 
EIA e.g. met with the Equalities Advisory Group, local BME groups, Employee 
representatives etc. Could you also please summarise the main findings. 

Date Engagement 
Activity 

Main findings 

Corporate Cabinet / 
CMT and scrutiny

Supportive of the initiative and 
recommended direction.   Portfolio holders 
involved in the development of the 
improvement programme.

Arcus Global Completed the review of ICT and Digital in 
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Chesterfield and developed the 
recommended roadmap – findings are 
reflected in their report

Arvato senior 
managers

Fed into the Arcus Global ICT review report

Gartner Evaluated recommendations and provided 
benchmarking information

Key stakeholders 
across council 
services

Provided feedback on their digital service 
aspirations and this informed the ICT 
review recommendations

STEP 4 – WHAT’S THE IMPACT?

Is there an impact (positive or negative) on some groups/people with 
protected characteristics in the community? (think about race, disability, age, 
gender, religion or belief, sexual orientation and other socially excluded 
communities or groups). You may also need to think about sub groups within 
each equalities group or protected characteristics e.g. older women, younger 
men, disabled women etc. 

Please describe the potential impacts both positive and negative and any 
action we are able to take to reduce negative impacts or enhance the positive 
impacts. 

Group or 
Protected 
Characteristic

Positive 
impacts 

Negative 
impacts

Action 

Age – including 
older people and 
younger people.   

There will be new 
ways for people 
to access council 
services.

Access to council 
services will be 
available 
24/7/365

Services will be 
easier and more 
intuitive and 
people can 
access them at 
their leisure, from 
any ‘connected’ 

Nationally, one of 
the groups who 
are most likely 
never to have 
used the internet 
are people over 
65. 

We will provide 
‘assisted digital’ 
support in our 
customer service 
centre.

We do not intend 
to remove any of 
our existing 
access channels. 

We will 
endeavour to  
ensure older 
people and 
younger people 
are involved in 
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place. the design of 
digital services

We will 
endeavour to 
ensure that all 
communications 
and publicity 
relating to the 
ICT improvement 
programme takes 
into account all 
groups and 
encourages 
participation from 
all.

Disabled people – 
physical, mental 
and sensory 
including learning 
disabled people 
and people living 
with HIV/Aids and 
cancer. 

There will be new 
ways for people 
to access council 
services.

Access to council 
services will be 
available 
24/7/365

Services will be 
easier and more 
intuitive and 
people can 
access them at 
their leisure, from 
any ‘connected’ 
place

It may be difficult 
to use technology 
to access 
services.

We will design 
new digital 
services to be 
compliant with 
accessibility 
standards.

We will 
endeavour to 
involve disabled 
people in the 
design of digital 
services.

We do not intend 
to remove any of 
our existing 
access channels

We will 
endeavour to 
ensure that 
communications 
and publicity 
relating to the 
ICT Improvement 
Programme 
takes into 
account all 
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groups and 
encourages 
participation from 
all.

Gender – men, 
women and 
transgender. 

There will be new 
ways for people 
to access council 
services.

Access to council 
services will be 
available 
24/7/365

Services will be 
easier and more 
intuitive and 
people can 
access them at 
their leisure, from 
any ‘connected’ 
place

We will 
endeavour to 
ensure that all 
communications 
and publicity 
relating to the 
ICT improvement 
programme takes 
into account all 
groups and 
encourages 
participation from 
all.

Marital status 
including civil 
partnership.  

There will be new 
ways for people 
to access council 
services.

Access to council 
services will be 
available 
24/7/365

Services will be 
easier and more 
intuitive and 
people can 
access them at 
their leisure, from 
any ‘connected’ 
place

We will 
endeavour to 
ensure that all 
communications 
and publicity 
relating to the 
ICT improvement 
programme takes 
into account all 
groups and 
encourages 
participation from 
all.

Pregnant women 
and people on 
maternity/paternity. 
Also consider 

There will be new 
ways for people 
to access council 
services.

It may be difficult 
to use technology 
to access 
services.

We will 
endeavour to 
ensure that all 
communications 
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breastfeeding 
mothers. Access to council 

services will be 
available 
24/7/365

Services will be 
easier and more 
intuitive and 
people can 
access them at 
their leisure, from 
any ‘connected’ 
place

and publicity 
relating to the 
ICT Improvement 
programme takes 
into account all 
groups and 
encourages 
participation from 
all.

Sexual Orientation 
– Heterosexual, 
Lesbian, gay men 
and bi-sexual 
people. 

There will be new 
ways for people 
to access council 
services.

Access to council 
services will be 
available 
24/7/365

Services will be 
easier and more 
intuitive and 
people can 
access them at 
their leisure, from 
any ‘connected’ 
place

We will 
endeavour to 
ensure that all 
communications 
and publicity 
relating to the 
ICT improvement 
programme takes 
into account all 
groups and 
encourages 
participation from 
all.

Ethnic Groups There will be new 
ways for people 
to access council 
services.

Access to council 
services will be 
available 
24/7/365

Services will be 

We will 
endeavour to 
ensure that all 
communications 
and publicity 
relating to the 
ICT improvement 
programme 
illustrate diversity 
and encourages 
participation from 
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easier and more 
intuitive and 
people can 
access them at 
their leisure, from 
any ‘connected’ 
place

all.

Religions and 
Beliefs including 
those with no 
religion and/or 
beliefs.

There will be new 
ways for people 
to access council 
services.

Access to council 
services will be 
available 
24/7/365

Services will be 
easier and more 
intuitive and 
people can 
access them at 
their leisure, from 
any ‘connected’ 
place

We will 
endeavour to 
ensure that all 
communications 
and publicity 
relating to the 
ICT improvement 
programme takes 
into account all 
groups and 
encourages 
participation from 
all.

Other groups e.g. 
those experiencing 
deprivation and/or 
health inequalities.   

There will be new 
ways for people 
to access council 
services.

Access to council 
services will be 
available 
24/7/365

Services will be 
easier and more 
intuitive and 
people can 
access them at 
their leisure, from 
any ‘connected’ 
place

It may be difficult 
to use technology 
to access 
services.

People may not 
have access to 
technology in 
their own home, 
but many are 
able to access 
through friends 
and family or can 
use community 
based services 
such as libraries 
or CAB.  

As part of our 
improvement 
programme we 
will provide 
access to Wi-Fi 
within our public 
buildings. 

We will provide 
free access to 
computers in our 
customer service 
centre.  

We will 
endeavour to 
ensure that all 
communications 
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and publicity 
relating to the 
ICT improvement 
programme takes 
into account all 
groups and 
encourages 
participation from 
all.

From the information gathered above does the policy, project, service, 
function or strategy directly or indirectly discriminate against any particular 
group or protected characteristic? 

Yes  
No  x

If yes what action can be taken to stop the discrimination? 

Actions listed above will be incorporated into the Improvement Programme delivery plan.
In addition, we will continue to consult with service users to understand the potential gaps 
in access to digital technologies.

STEP 5 – RECOMMENDATIONS AND DECISION MAKING 

How has the EIA helped to shape the policy, project, service, function or 
strategy or affected the recommendation or decision? 

The generic actions listed in the EIA will be built into the implementation plan when the 
ICT improvement programme is delivered.

How are you going to monitor the policy, project, service, function or strategy, 
how often and who will be responsible?
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The EIA will be reviewed and updated before each project is implemented, to reflect the 
needs of the particular service users.

STEP 6 – KNOWLEDGE MANAGEMENT AND PUBLICATION

Please note the draft EIA should be reviewed by the appropriate Head of 
Service/Service Manager and the Policy Service before WBR, Lead Member, 
Cabinet, Council reports are produced. 

Reviewed by Head of Service/Service Manager
Name:  Rachel O’Neil
Date:    01.12.2017

Reviewed by Policy Service
Name:
Date: 

Final version of the EIA sent to the Policy Service 

Decision information sent to the Policy Service 
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