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Recommendation(s) for action or decision:
The Panel is recommended to:
1. Note progress against delivery of the Future Works Digital Transformation Programme.
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1.0

Purpose

1.1

The purpose of this report is to update the Confident Capable Council Scrutiny Panel on
progress against delivery of the Digital Transformation Programme.

2.0

Background

2.1

The Council’s Digital Transformation Programme was sanctioned by Cabinet Resources
Panel on 20 October 2015. The programme consists of four integrated digital
enablement projects with the following high-level deliverables:
 Customer engagement platform built on Microsoft’s Dynamics CRM 2016 platform
to enable convenient, intuitive customer digital self-service which supports the
council’s cost savings initiatives.
 Single view of council data utilising Visionware’s Multivue solution to provide a
unified view of customer/citizens, businesses and property to enable a joined up
approach to service delivery.
 Business intelligence harnessing the power of Qlik’s Qlikview dashboarding
solution to allow timely provisioning of information that enables the council to
make informed decisions and early interventions that will have a positive impact
for residents, businesses and Council employees.
 Business change to facilitate the redesign of Council services into digital services
and to promote the adoption of the digital services by Council employees and the
public of Wolverhampton.

2.2

The Digital Transformation Programme’s vision is to fundamentally revolutionise the
services delivered to citizens, transforming customer experiences and outcomes by
enabling better service delivery through the use of digital technology channels and
automation. Thus enabling citizens to engage and transact with the Council at their
convenience and in a similar way they now engage with banks, travel companies and
online shopping.

2.3

The programme’s objective is to create a digitally enabled customer centric Council able
to make informed decisions and early and/or predictive interventions that lead to action
that will have a positive impact for residents, businesses and Council employees while
delivering operational efficiency and cost savings.

2.4

The Digital Transformation Programme is a citizen focused programme that is disruptive
of traditional practices and enabling of new ways of delivering public services. The
programme challenges current working practices and ideas, delivering better customer
outcomes through business change, by adopting ‘digital by design’ principles rather than
‘digital by default’; the programme is not a ‘channel shift’ programme.

2.5

Since November 2015, the Digital Transformation Programme has successfully replaced
the Council’s legacy CRM solution, delivered a Council wide single view of the
customer/citizens and provisioned three Business Intelligence applications to support
informed decision making across all levels of the Council.
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2.6

The Digital Transformation Programme is enabling the delivery of further benefits of the
Customer Services Transformation Programme. The automating of previously manual
activities, such as the sending of confirmation, progress update and closure emails, using
the Customer Engagement Platform, is a simple example of efficiency improvements.

3.0

Programme delivery approach

3.1

The overarching programme is managed by the Programme Director in conjunction with
the Council’s Head of Service for ICT. Project Managers have been engaged to manage
each of the project streams at a detailed level, working with a Business Change Manager
to liaise with the individual services. A Programme Planner works with the Project
Managers and Business Change Manager to develop detailed plans for each of the
project streams and business change activities, resulting in a programme plan with the
mapping of dependencies across the streams of activities. Support is provided by the
Programme Office who maintain and regularly review the risks, issues, actions and
decisions logs.

3.2

A Programme Board, chaired by the Programme Director, consisting of key programme
resources, business stakeholders and Council ICT specialists, meets on a weekly basis
to review progress, priorities, plans, finances and governance arrangements across the
programme. Project planning sessions, stakeholder workshops, ‘show and tell’ feedback
sessions and technical review groups also form part of the weekly/fortnightly programme
governance cycle.

3.3

The programme has divided each project into a number of phases with each phase
having a set of defined outcomes and timescales; the outcomes and timescales being
different for each project. Each phase for each project is further sub-divided into a
number of short burst work packages. Each short burst of work usually lasts for a twoweek period. Progress against planned activity is tracked and reported during this period
(Appendix 5).

3.4

A blend of Council employees, specialised contract resources and third party
implementation partners have been engaged to support the delivery of the programme.
The specialised contract resources and implementation partners have been utilised to
provide specialist technical capability or support the programme governance. Skills and
knowledge transfer are taking place to ensure the Council is self-sufficient with regards to
on-going support activities following the completion of the programme.

4.0

Current position

4.1

Tables 1.1, 1.2 and 1.3 summarises by each of the project streams what the Digital
Transformation Programme has delivered to date:
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Table 1.1 - Business Intelligence
Deliverable
Reporting of archived
Payroll and Finance
mainframe data

Reporting platform,
standards and
development
capability

Enabled
Teams in the Hub, such as Payroll,
Finance, Creditor Payments etc. are able
to run dynamic queries against historical
information dating back 5 years or more
providing instant results.
Significantly reduced the time taken to
respond to enquiries from employees and
businesses regarding historical
transactions and preventing duplicate
payments in some instances.
A robust and resilient reporting and
analysis platform for providing deeper
insights into the data the Council holds
through the production of rich, guided
analytical applications or dashboards.

Delivered
February 2016

April 2016

Training delivered to establish Council
capability for creating new reports and
utilising the analytical tools available to
interrogate the Council’s data.

Finance dashboard
application

HR dashboard
application (1st
release)

Reporting standards, templates and
governance introduced to support report
creators in the production of reporting
applications and dashboards.
Revenue budget visibility and actionable
insights provided to all Council budget
holders in an efficient and timely manner.
Information displayed in a format that
enables budget holders to make informed
decisions, comparisons across reporting
period, rectify data quality matters, create
informed forecasts and make early
interventions to avoid revenue budget
issues (Appendix 1).
Improved revenue budget forecasting
allowing budget managers and the
Council’s Finance team to strengthen
budgetary controls.
Line managers provided with enhanced
visibility of appropriate and up to data HR
information on employees reporting into
them. This includes visibility and the

May 2016

July 2016
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HR dashboard
application (2nd
release)

Customer Services
dashboard
application (1st
release)

ability to drill down to employees
reporting at any level of the organisation
structure for which the manager has
responsibility.
Sickness and management of attendance
visibility and actionable insight provided
to all line managers in an efficient and
timely manner. Information displayed in a
format that enables line managers to
make informed decisions, comparisons
across reporting period, rectify data
quality matters and make early
interventions to avoid management of
attendance issues (Appendix 2).
Greater visibility of sickness and
management of attendance information
enables managers to monitor and
respond to sickness patterns more
effectively.
A digital performance reporting
dashboard displaying the monthly
Customer Services report based on the
existing Customer Services key
performance indicators.

September
2016

October 2016

Reduced the time taken by 3 days a
month for the Customer Services team to
produce the performance dashboard.
Table 1.2 - Master Data Management
Deliverable
Platform for matching
and merging data
records

Single view of the
citizen

Enabled
Intelligent data matching software tools,
processes and roles to support the
automated matching and merging of data
items held by the Council, based on
business rules and tolerance thresholds,
to assist in improving the quality of the
Council’s data.
260,000 plus records containing citizen
contact information taken from Social
Care, Housing and Revenues and
Housing Benefits systems, matched and
merged to create 200,000 golden citizen
records.

Delivered
February 2016

March 2016
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Customer Engagement Platform
customer database populated with golden
citizen records to improve the
identification of citizens when contacting
Customer Services.

Single view of
businesses

Initiated data quality improvements to
citizen data to support future analysis
dashboards.
Contact information matched and merged
from the Council’s Business Rates and
Financial Management systems to
generate 20,000 plus golden business
records.

October 2016

Customer Engagement Platform
information enhanced following the
addition of golden business records to
enable better identification when
businesses contact Customer Services.
Table 1.3 - Customer Engagement Platform
Deliverable
Enabled
Customer
A resilient multi-contact channel platform,
Engagement Platform available 24x7x365 for capturing citizen
contacts, managing and progressing
citizen requests and managing the
exchange of information with back-office
service functions to assist in fulfilling
citizen requests (Appendix 3).
Simplified knowledge management for
Customer Service Operatives through an
integrated fully searchable Knowledge
Base Articles database, improving the
quality and speed of response to citizen
requests.
Automated notifications to citizens to
keep them informed and updated on
progress with their requests.
Real time reporting and views of current
activity and performance allowing
Customer Services management to make
informed and immediate changes to

Delivered
March 2016
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Healthy Lifestyles
Service

service provision, responding to
fluctuations in demand and improving the
responsiveness to citizens.
A platform for Public Health Healthy
Lifestyle Advisors to record and manage
citizen interactions and requests for
support and advice from potential and
current Healthy Lifestyles service users
(Appendix 4).

October 2016

Provision of a mobile working platform to
allow Healthy Lifestyle Advisors to
manage their workload, maximising their
availability to the community whilst
providing visibility of activity to service
managers.
4.2

Tables 2.1, 2.2 and 2.3 summarises the work currently in progress by each of the project
delivery streams:
Table 2.1 - Business Intelligence
Deliverable
Customer Services
application (2nd
release)

To Enable
Delivery Date
November
A dynamic real time performance
2016
dashboard with direct connections to the
various data sources which contribute to
the production of the dashboard so as to
further reduce the time and effort spent
by Customer Services in the production of
the dashboard.
Establishing capacity for analysing and
acting on the findings of the analysis to
improve service delivery and customer
outcomes.

HR application (3rd
release)

Improve the visibility of all appropriate
Customer Services information across the
Council including executive summaries
with drill down options.
Visibility of additional Management of
December
Attendance (MOA) features, appraisals
2016
and mandatory training information.
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Table 2.2 - Master Data Management
Deliverable
Integration with the
Customer
Engagement Platform

To Enable
Change of circumstance information
relating to citizens captured by Customer
Services shared with the data owners of
the source systems to enable updates to
the data in the source systems.

Delivery Date
November
2016

Changes to source system data detected
and automatically fed through to update
citizen information stored in the Customer
Engagement Platform.

Single view of
properties

Improvements to the quality of citizen
data to assist with the future
authentication of citizens registering to
use the Council’s ‘My Account’ function
on the website.
Matching and merging of records
regarding Council owned properties to
assist with the strategic decision making
of the future use of the properties.

December
2016

Table 2.3 - Customer Engagement Platform
Deliverable
Transactional web
portal (citizen forum
release)

To Enable
A transactional web portal to allow
citizens to transact with the Council at a
time and using a device of their choice.
Citizen’s able to register on-line, creating
a ‘My Account’ using an email address
and password of their choice.
Access to on-line services through the
‘My Account’ to request Bulky Waste
collections, Tip Permits or to make a
selection of payments such as the
payment of Council Tax.
Anonymous or guest access provided to
some services where appropriate.
Customer Services Operatives able to
support the on-line journey of a citizen at
any point in the transaction through

Delivery Date
November
2016
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visibility of the request in the Customer
Engagement Platform.
Initial feedback on the release to be
received from approximately 60 citizens
before full public release so that the
customer journey and experience can be
optimised.
Transactional web
Transactional ‘My Account’ web portal
portal (public release) released for full public registration and
use.
4.3

January 2017

Tables 3.1, 3.2 and 3.3 summarises the planned future work for each of the project
delivery streams:
Table 3.1 - Business Intelligence
Deliverable

To Enable

Finance capital
budget application

Finance team members and budget
managers responsible for managing the
Council’s capital budgets will have the
ability to interrogate real time information
relating to expenditure on capital
programmes.

Finance
commitments budget
application

Building asset
application

Anticipated
Delivery Date
Spring 2017

Budget managers will be able to compare
actuals to budgeted, filter and summarise
detailed transactional information, provide
insights to assist in making informed
decisions and be able to take evidenced
based actions early in order to avoid
capital budget issues.
Finance team members and budget
Spring 2017
managers responsible for managing the
Council’s revenue budgets will have the
ability to interrogate real time information
relating to order commitments to
suppliers.
Filtering and summaries will be provided
to assist with decision making and taking
evidence based actions in order to avoid
revenue budget issues.
A dashboard application incorporating the
single view of properties to provide
filtered and summarised views of Council

Spring 2017
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property assets for Corporate Landlord
and tenants of Council owned properties.

Table 3.2 - Master Data Management
Deliverable
Enriched single view
of the citizen

Citizen authentication

To Enable

Anticipated
Delivery Date
Enhance the single view of citizen contact To be
confirmed
information with externally collected
depending on
citizen contact information, such as data
agreed scope
collected by Experian and other such
organisations.
Improve citizen engagement and
consultation through the use of effective
contact channels.
Capture citizen known facts to enhance
authentication information to support the
expansion of the Council’s ‘My Account’
transactional web portal with digital
services of a sensitive or confidential
nature.

To be
confirmed
depending on
agreed scope

Table 3.3 - Customer Engagement Platform
Deliverable

To Enable

Report it self-service
(1st release)

Expansion of the ‘My Account’ web
transaction portal to allow the reporting of
the following by citizens using
photographs and geolocation information:
 Fly tipping
 Abandoned vehicles
 Graffiti
 Dead animals
 Faeces, vomit and blood
 Fly posting
 Dog fouling
 Street lighting
 Drains and gullies
 Leaves
 Missed bins

Anticipated
Delivery Date
February 2017
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Find my nearest selfservice (1st release)

Expansion of the ‘My Account’ web
transaction portal to automatically provide
information to the authenticated citizen
based on post code or geolocation:
 Local Councillor
 GP
 Dentists
 Opticians
 Pharmacies
 Hospitals
 Metro stops
 Railway station
 Bus Stops
 Recycling points/tips
 Libraries
 WV Active centres

February 2017

FOI self-service

A platform for the Council’s Freedom of
Information team to capture and manage
the progress of Freedom of Information
requests to ensure requests are fulfilled
and compliance with the statutory
requirements for the provision of the
requested information.
Expansion of the ‘My Account’ web
transaction portal so citizens can request
and pay for (when appropriate) the
following services:
 Pest control
 Registrars (appointments and
duplicate birth, death and marriage
certificates)
 Green garden waste
 Street light

February 2017

Request it selfservice (1st release)

Report it self-service
(2nd release)

March 2017

March 2017
Further expansion of the ‘My Account’
web transaction portal to allow the
reporting of the following by citizens using
photographs and geolocation information:
 Potholes
 Emptying litter bins
 Grit bins
 Street name plates
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Guard rails
Excavation in highways
Road markings

Find my nearest selfservice (2nd release)

Further expansion of the ‘My Account’
web transaction portal to automatically
provide information to the authenticated
citizen based on post code or
geolocation:
 Colleges
 Universities
 ESOL providers
 Adult Education
 Bus stations
 Kerbside winter grit bins
 Winter gritting routes
 Youth centres
 Community centres
 Radar keys/ disabled toilets
 Free computer access
 Parks
 Volunteering
 Gyms
 Car parks
 Taxi ranks
 Motorcycle parking
 Cemeteries and crematoria
 Licensed ceremony venues
 Museums
 Galleries
 Theatres
 Music and art centres

March 2017

Apply for it selfservice (1st release)

Further expansion of the ‘My Account’
web transaction portal to allow citizens to
apply on-line for services. The range of
services is still being captured and
prioritised, but may include:
 Foster care
 Blue badges
 School admissions

March / April
2017 for first
set of priority
services
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Housing Benefits
Council Tax discounts
Jobs on-line
Register to vote
Private rented property licences
Assisted collections

5.0

Financial implications

5.1

A capital budget of £3.5 million has been set aside for the Digital Transformation
Programme, split over three financial years to 2017/18. Costs incurred have been
closely monitored against budgets throughout the duration of the programme. The latest
forecast, incorporated in the Quarter 2 Capital Programme Monitoring report going to
Cabinet on 30 November 2016, is that the Programme will be delivered within the
existing resource. [Finance Code: SR/04112016/X]

6.0

Legal implications

6.1

There are no legal implications in implementing the recommendations in this report.
Digital Transformation Programme deliverables and desired outcomes will need to be
considered by Information Governance in relation to the impact on policies, information
risk, information security and information sharing protocols and statutory legislation
concerning the storing, processing and disclosure of data and information. [Legal Code:
TS/08112016/C]

7.0

Equalities implications

7.1

An equality analysis was completed at the commencement of the Digital Transformation
Programme. There are no equalities implications as a consequence of this report.

8.0

Environmental implications

8.1

There are no environment implications in implementing the recommendations in this
report.

9.0

Human resources implications

9.1

There are no HR implications in implementing the recommendations in this report.

10.0

Corporate landlord implications

10.1

There are no direct implications in implementing the recommendations in this report.
Future Works and the Digital Transformation Programme supports the rationalisation of
the council’s property assets.
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11.0

Schedule of background papers

11.1

Report to Cabinet (Resources) Panel on 20 October 2015 – Digital Transformation
Programme.

11.2

Report to Confident Capable Council Scrutiny Panel 28 June 2016 – Future Works ensuring that we have the right IT infrastructure and business processes.
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Appendix 1: Business Intelligence – Finance Application
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Appendix 2: Business Intelligence – HR Application
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Appendix 3: Customer Engagement Platform
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Appendix 4: Healthy Lifestyles Service
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Appendix 5: Programme Timeline

