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Background

Since the parallel announcements made on 31 March 2000 by the First Minister in the
Scottish Parliament, and the Prime Minister, that 100% of public services, which could
feasibly be delivered electronically, would be available online by 2005, it is reported that
exceptional progress against Electronic Service Delivery (ESD) targets for Scottish local
authorities has been achieved.

There have been three national reports produced. The first report published in March 2003
showed that Councils were able to provide online information on 79 per cent of their
services. The second report produced in July 2004, identified that local authorities
continued to make progress, with information available online for 82 per cent of services.
The third report published in July 2005 highlighted that information was available for 87 per
cent of services. Figures were based upon a review of all 32 councils, 10 generic service
areas and 46 core services. As well as measuring information online, the reports also
measured transactional activities in line with the e-Europe 4-stage ESD framework.

These reports also set out that local authorities are working on the key objective to deliver
public services at first contact, with citizens having a choice on how they transact with local
authority services, via the telephone, face-to-face, online or (where appropriate) at home.
For the core services (the ones that customers most frequently rely upon), every citizen
who contacts their, or another, local authority will have their call answered within a
reasonable time, with the ultimate target of 100% removal of ‘abandoned’ service calls.

To promote and support this improvement agenda, the Executive is working in partnership
with local authorities, for example through the Modernising Government Fund (MGF) over
£100 million has already been provided to help finance projects that can deliver innovation,
provide better information and more convenient joined-up services. But more importantly,
to support councils and their community planning partners to ensure the policy drive that
services are flexible, focused and delivered in a way that is convenient to the customer.
This includes extended hours of working, electronic service delivery that provides a number
of access channels for customers, the implementation of a single corporate infrastructure
that underpins all of the available delivery channels, and the better management of the core
data that support joined up services.

Electronic Service Delivery also supports the common and consistent use of a number of
key business change / business transformation methods across Councils, and it
encourages a common approach to a number of key service delivery and data sharing
technologies. Councils are already contributing towards a set of measurable service
improvements that customers will recognise, and enables the drive for efficiency and cost
savings that can be reinvested in the further improvement of frontline services.

Since 2003, The Executive - in partnership with all 32 Scottish local authorities, has
reported progress on ESD through an online reporting application. This internet-based tool
has been fundamental to the information gathering and analysis in reporting national
progress on ESD. During 2005, through a consultation process involving Councils’
Modernising Government Fund Co-ordinators, an extension to the reporting requirements
against the set of 46 core service activities has been developed.

A funding package of £34.55m from the third round of the MGF has been put in place for
the ‘Customer First’ programme. However, the real value of the programme is significantly



more, with local authorities providing further funding through their own modernisation
(business change) and efficiency programmes. A Benefits Realisation process will support
the delivery of the (MGF3) Customer First Programme by providing an agreed framework,
and set of outcome measures, that will allow Councils to measure progress, and the
programmes sponsors, and various management boards to monitor the deliverables, from
the Programme.

Electronic Service Delivery — Progress Report

There have been three national reports produced. The first report published in March 2003
showed that Councils were able to provide online information on 79 per cent of their
services. The second report produced in July 2004, identified that local authorities
continued to make progress, with information available online for 82 per cent of services.
The third report published in July 2005 highlighted that information was available for 87 per
cent of services. Figures were based upon a review of all 32 councils, 10 generic service
areas and 46 core services. As well as measuring information online, the reports also
measured transactional activities in line with the e-Europe 4-stage ESD framework.

This report provides a fourth and final national measure of progress against ESD targets for
all Scottish local authorities. Progress is measured against the e-Europe 4-stage
framework, the definition of transactions being:

Online Information about public services;

One-way Interaction, e.g. downloading of forms, discussion forum, e-mail;

Two-way Interaction, e.g. forms returned electronically, e-mail response;

Full online Transaction, e.g. full electronic interaction including order, delivery,
payment and posting of transactions.

The report shows that since the first publication in March 2003, local authorities have
continued to make exceptional progress, with information available online for 99 per cent of
services (Figure 1). Progress continues to be made in the delivery of transactional services
with 77 per cent now provided electronically, such as Reporting Faults against Roads,
Lighting and Pavements, requesting Leisure Bookings and payments and Applying for
Council Vacancies.
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Figure 1 — ESD % of service information available online
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Evidence from the ESD reporting process confirms that Councils are redesigning service
delivery, implementing fundamental changes to operational systems and business
processes, and continue to integrate back and front office infrastructures.

There is a commitment from the Scottish Executive that by the year 2010, £1732 million in
cash releasing savings will be secured across the public sector, under the Spending Review
process specified within the “Building a Better Scotland” paper published in November
2004. To help meet this target, Customer First has been identified by the Executive that it
is expected to contribute efficiency savings of £40m by 2008, based on the Customer First
Business Case.

This is an essential component of the efficient government drive and targets within
Customer First have been set for the delivery — in the longer term — of recurring annual
savings around £56 million, and to realise the potential for further savings from sharing
core data with other parts of the public sector, thereby reducing their data maintenance
overheads.

The programme will deliver cost savings that can be re-invested in the delivery of improved
frontline service priorities by:

e Developing simplified and common ‘end-to-end’ business processes;

e Implementing outcome focused service delivery;

e Ensuring better and more cost effective management of data and information;

e Reducing the cost of dealing with customer queries by reducing the processing time;
e Sharing back office services across councils and with other service providers;

e Enabling customer self-service systems to front office service delivery through a
customer centric environment, provided by multi-skilled and appropriately trained
staff.

Customer First will only be successful with the support and leadership from those best
placed to influence and manage change. Underpinning this will be culture change, to
ensure the right balance is struck between local and Scotland wide service delivery;
business process design change, to build and deliver services around the needs of the
customer; technology change, to make sure that staff have the relevant information and
knowledge - at the time that they need it - to ensure first time delivery. Customer First will:

e Be managed under the direction of the Improvement Service Board, to provide
both the political and the senior management influence that can promote the
programme and the take-up of its products and outputs.

e Establish a Customer First Management Board, which can provide strong
governance on behalf of the Board and can call upon senior management figures
from across the whole public sector to provide advice and guidance.

e Operate within a strategic framework for the programme, underpinned by an
annual business plan to ensure that the aims, objectives, deliverables and
accountability for the programme are clearly communicated.

e Appoint a strong Programme Management Team, to ensure that the business
plan is delivered, and is underpinned by clear project plans that show the timescales
and the targets for the programme.



e Introduce a benefits realisation programme to demonstrate how the citizen, staff
within the local authorities, public sector organisations and the wider efficient
government agenda has benefited from the programme.

e Continually consult with citizens, with organisations and with staff to validate
the relevance of the programme.

Through the Customer First Programme, the intention is to provide a national infrastructure
that can provide Scottish citizens with a similar public sector model. This means that the
national infrastructure has to support account management, card management, secure
messaging and authentication across the Scottish public sector. Within the three-year
Customer First programme (2005-2008), the Scottish Executive and Scottish Councils will
work together to establish the common requirements for this, and the infrastructure to
deliver it.

This final report on Electronic Service Delivery by Scottish Local Authorities will again
demonstrate how services have been improved through a range of local strategies,
including development and implementation of customer relationship management, providing
highly trained customer services staff access to integrated operational systems, to allow
service enquiries, information, and requests to be resolved at first point of contact, via
telephone contact, one-stop-shop, and online, all supported by ESD. Since the first
national progress report published in March 2003, over 100 case studies have been cited,
giving examples of e-government good practice and the opportunity to promote success.

The following tables illustrate the specific progress made across the 46 Core Service
Activities through ten generic service delivery areas.



Table 1

Social Work and Health Services

Social Work and Health Services | Information | One-Way | Two-Way | Full Online
Online Interaction | Interaction| Transaction
ESD ESD ESD ESD

Enabled % |Enabled %|Enabled %| Enabled %

Blue Badge - Applying for a blue 100 81 53 6

badge

Social Work - Applying for Home 97 69 44 16

Care

Social Work - Applying for social 97 72 53 16

work services

Social Work - Assessing need for 97 66 47 16

social care (Single Shared

Assessment)

Social Work - Ordering and 97 66 44 16

Supplying Aids and Adaptations to

the home

For Social Work and Health Services, ESD continues to faciltate data capture and
dissemination of information within secure and safe environments. There is evidence to
support the conclusion that electronic collation, and transfer of data has improved business
processing through proactive response times, and up-to-date information availability in the
delivery of key front line services.

ESD has assisted to collate data on general health issues and is widely used within the
Scottish Executive, e.g. by the Health Department to produce national and sub-national
estimates on Health Life Expectancy, and for the National Statistics publications. Local
Authorities are able to provide improved service delivery through online ordering and
delivery systems with electronic management of equipment and storage facilities.



Table 2

Education Services

Education Services Information | One-Way | Two-Way | Full Online
Online Interaction | Interaction | Transaction
ESD ESD ESD ESD

Enabled % |Enabled % |Enabled %| Enabled %

Education - Booking a course and 100 66 44 28

other learning activities

Education - Making a general 100 75 72 31

enquiry about Lifelong Learning

Education - Providing information 100 84 75 22

for parents

Education - Recording pupil 94 59 56 25

attendance in schools

Education - Transferring pupil 94 59 63 31

information between schools

Education Grants - Applying for a 100 72 47 9

clothing grant

Education Grants - Applying for an 100 69 47 16

Education Maintenance Allowance

Education Grants - Applying for 100 78 47 13

free school meals

The use of ESD through the application of Information and Communications Technology is
supporting the learning and teaching developments within schools. Most pupils have
access to a computer, both within and outwith school, and have attained reasonable levels
of confidence and competence in many basic activities (e.g. word processing, email, using
CD-ROMs).

It has been concluded that pupils are very adept at negotiating websites, downloading
relevant material and moving between different technologies. In addition, many Councils
websites provides information for parents on a range of topics including performance on
schools through national reporting. As technologies improve, there is further potential in the
exploitation of ESD to deliver improvements in the classroom. For instance interactive
electronic boards where information is displayed and can be accessed through contact by
touch.

There are a number of initiatives already developed and implemented across Scotland,
where ESD has enabled the exchange of information and sharing data. One of these
national projects is ScotXed, (Scottish Exchange of Educational Data).

ScotXed is a partnership programme, involving the whole Scottish school education system,
which aims to promote quality improvement in Scottish Education, by supporting the use of
effective and secure systems for the electronic exchange of information.



Table 3

Transportation Services

Transportation Services Information | One-Way | Two-Way | Full Online
Online Interaction | Interaction | Transaction
ESD ESD ESD ESD
Enabled % |Enabled % |Enabled %| Enabled %
Paying a Parking Fine 94 47 34 28

As can be seen from progress achieved on ESD for Paying a Parking Fine, many Councils
are now satisfying the final stage of the e-Europe Model (Full Online Transaction), by
providing customers the choice to pay fines online.

One of the programmes under Customer First, where ESD will be a key to its success, is
the Entitlement Card Scheme (the Scheme), which is able to offer each Citizen in Scotland
the opportunity to receive a new public services smartcard. At the same time it will deliver a
national smartcard framework for the whole of the Scottish public sector and enhance
services to key client groups such as young people (with applications relating to schools,
leisure, libraries and transport).

An immediate priority is to provide a smartcard solution that can support elderly and
disabled clients who qualify for the new Scottish Executive national free bus travel
concessionary fare. By April 2006, over 1 million elderly and disabled citizens will have
been issued with a single smartcard that will give them access to the travel concession, and
where possible will also carry a number of other local entitiements.

Table 4

Economic Services

Economic Services Information | One-Way | Two-Way | Full Online
Online Interaction | Interaction | Transaction
ESD ESD ESD ESD
Enabled % |Enabled % |Enabled %| Enabled %
Business Development — Applying 100 63 41 9
for a Business Development Grant

The partnership role between councils, and Scottish Enterprise through local enterprise
business units, continues to develop and grow through improved communication channels
for disseminating business information, and helping to promote local ecomonic activity.

Many local authority websites have direct electronic links to local Scottish Enterprise
websites where information includes electronic lists of vacant potential business premises
that are available using local councils’ property databases. Councils are also providing
information and advice on planning regulations, including online planning, and suitable
business development areas, all of this activity combined has contributed to help generate
and invigorate local economies.



Table 5

Housing Services

Housing Services Information | One-Way | Two-Way | Full Online
Online Interaction | Interaction | Transaction
ESD ESD ESD ESD

Enabled % |Enabled % |Enabled %| Enabled %

Housing - Applying for a house 100 66 41 19

Housing - Enquiring about the 97 72 59 16

status of a repair

Housing - Making an enquiry about 97 59 41 3

status on the waiting list (including

points)

Housing - Requesting a repair 100 81 59 22

Housing - Requesting general 100 72 59 19

information and advice

Housing Benefit - Applying for 97 75 53 13

housing benefit

Housing Benefit - Making a 100 81 56 25

general enquiry or notifying

change of circumstance

Housing Rent - Making a payment 100 75 72 63

Many Councils through a Customer Relationship Management (CRM) approach, have
re-designed business processes, including integration of operational systems, for Housing
service activities - customer enquiries, appointments, recording and processing repairs etc,
to be delivered at first point of contact. Customers are now able to receive information on
the progress of service requests using a pre-assigned reference number, which is tracked
through local systems.

A number of Councils are also developing an online housing repairs facility that will allow
Customers to access information about the request and progress of a repair, on the
Council’s web site.

In terms of national reporting on ESD, cognisance of progress has been taken against the
number of local authorities, which have transferred the management of housing stock to
other organisations.



Table 6

Environment - Land and Property Services

Land and Property Services Information | One-Way | Two-Way | Full Online
Online Interaction | Interaction | Transaction
ESD ESD ESD ESD

Enabled % |Enabled % |Enabled %| Enabled %

Building Control - Applying for a 100 88 44 25

building warrant (including making

a payment where appropriate)

Planning - Applying for planning 100 91 53 31

permission and making a payment

Planning - Enquiring about the 100 84 69 41

status of a requested planning

application

Refuse Collection - making a 100 81 69 34

complaint about refuse collection

Refuse Collection - making a 100 78 69 31

general enquiry about refuse

collection

Roads and Pavements Fault - 97 91 72 31

Reporting faults with roads and

pavements

Special Uplift - Requesting a 100 81 69 50

special collection (including making

a payment where appropriate)

Street Light Fault - Reporting a 97 94 75 31

fault

Exceptional progress continues to be made as ESD brings about improvements in a
number of customer facing services, where electronic reporting on faults for Roads,
Pavements and Street Lighting is now the norm in many Councils.

The drive for more customer interaction continues to grow for Planning Applications from
making enquiries through to applying and submitting payments. A number of local
authorities have developed, and are developing, an electronic online planning application

process. This allows Customers to apply over the Internet for:
« Application for Consent to Display an Advertisement
« Application for Conservation Area Consent
o Application for Planning Permission House Alterations & Extensions
« Application for Certificate of Lawfulness for an Existing Use or Operation or

activity in Breach of a Planning Condition.
« Application for Certificate of Lawfulness for a Proposed Use or Development
o Application for Listed Building Consent
« Application for Planning Permission

It is acknowledged that this is an area where ESD can bring about a range of benefits in
terms of efficiency and improvements in performance.



Table 7

Leisure Services

Leisure Services Information | One-Way | Two-Way | Full Online
Online Interaction | Interaction | Transaction
ESD ESD ESD ESD

Enabled % |Enabled % |Enabled %| Enabled %

Leisure & Recreation - Booking a 100 78 56 28

Council facility and making a

payment

Public  Library - Renewing, 100 91 78 59

extending and reserving library

books

Through the exploitation of ESD, local authorities are promoting leisure activities and linking
these to local community health initiatives, in partnership with National Health Boards’
strategies, for targeted customer groups.

Learning Centres throughout Scotland continues to grow, where Customers can access
information and communications technology to help them develop PC skills, using a range
of software packages, to assist achieving recognised qualifications including the European
Computer Driving Licence (ECDL). This is just one area where ESD contributes to the
support of other national initiatives such as Individual Learning Accounts.

Table 8

Environmental Control Services

Environmental Services Information | One-Way | Two-Way | Full Online
Online Interaction | Interaction | Transaction
ESD ESD ESD ESD

Enabled % |Enabled % |Enabled %| Enabled %

Pest Control - Reporting general 97 75 56 28

instances of pest infestation

Pest Control - Requesting a 97 72 50 28

service to deal with pests

(including making payment where

appropriate)

Environmental Services - Pest Control, continues to make progress through ESD, where
improvements have been achieved in transactional electronic requests using online forms.
Many Councils have included Pest Control activities within the range of services provided
through their local Customer Relationship Management (CRM).  Within this CRM
environment, those Council Customer Advisers with appropriate training, have direct access
to operational systems, to record service requests, and provide the Customer with
information on progress, including a call/contact reference number.
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Table 9

Corporate Services

Driver Licence (including making a
payment)

Corporate Services Information | One-Way | Two-Way | Full Online
Online Interaction | Interaction | Transaction
ESD ESD ESD ESD

Enabled % |Enabled % |Enabled %| Enabled %

Council - Applying for a job with 100 97 81 38

the Council

Notifying a change of address 91 63 53 25

Registering a Birth, Death or 100 81 44 19

Marriage (including making a

payment)

Making a Complaint 100 91 72 44

Licensing - Applying for a Liquor 100 94 41 13

Licence (including making a

payment)

Licensing - Applying for a Street 100 91 44 16

Trader Licence (including making a

payment)

Licensing - Applying for a Taxi 97 84 38 16

The latest position on ESD with regard to online job vacancies for Councils has
demonstrated substantial progress on take-up, through a self-service basis, by Customers

completing and submitting electronic job application forms.

contribute to time and cash realising efficiency savings.

In regard to Customers being able to notify a change of address, under the Customer First
Sub Programme National Data Sharing / Citizen Account Infrastructure there will be a
national and local infrastructure, and messaging system, which will allow Customers to
register and authenticate themselves to access local services. There will also be business

Information collated supports
the view that the trend for online recruitment will continue to grow, and in the longer term

processes developed to deal with change of name or address.
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Table 10

Financial Services

Financial Services Information | One-Way | Two-Way | Full Online
Online Interaction | Interaction | Transaction
ESD ESD ESD ESD

Enabled % |Enabled % |Enabled %| Enabled %

Council Tax - Making a Council

Tax Payment 100 84 75 75

Council Tax - Applying for benefit,

discount, exemption, relief and

direct debit 100 84 56 19

Council Tax - Making an enquiry

about banding, balance, direct

debit or payment due date 100 91 84 28

Council Tax - Making an enquiry

about entitlement to

benefit/discounts/exemptions or

relief 100 78 69 25

As can be seen from the results shown in the above table, Council Tax service activities
continue to make good progress. The majority of Councils now provide facilities to allow
It is reported that the use of ESD for accepting and
processing payments, has been a contributory factor to overall improvements across
Scotland for collection of council tax. Again, Council Tax service activities are seen as
important additions within local authorities CRM systems. This enables Customers timeous
Also, one of the benefits identified has been
improvements achieved in processing of applications for council tax discounts and

online council tax payments.

access to information and advice.

exemptions.
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Notes

1. The options available for ESD responses to the online reporting system were Yes / Partial / NA and
Planned Completion Date.

2. The percentage figures depicted within Tables 1 to 10 under each stage of the 4 stage

e-Europe Framework were based on the total number of responses received for the options for

Yes and Partial delivery. Where appropraite weightings have been applied to specific N/A responses for
service activities not provided or partially provided by local authorities.

3. Within Tables 1 to 10, the percentage figures for Information Online relates specifically to viewing
information on services electronically.

4. For One-Way Interaction, this information relates to services available where citizens and customers
can electronically download forms, also complete an online request, and submit an email or take part in a
discussion forum.

5. For Two-Way Interaction the percentage figures identify services where information can be submitted
electronically, such as returning completed forms online, also providing electronic confirmation to citizens
and customers on requests for services, and responding to email.

6. There are occasions when electronic service delivery (ESD) for two-way interaction could sometimes be
higher than one-way interaction. This reflects services being developed with the aim of immediately
satisfying requirements for two-way interaction, and have, by default, already fulfilled one-way transaction
criteria.

7. For Full Online Transaction the percentage figures relate to services where an electronic request and
transaction can be made online, and that the request or transaction can be processed electronically with a
facilty to make a payment. Examples of this include booking services online, receiving electronic
confirmation of the booking and making a payment electronically. This also includes allowing payment of
Council Tax over the Internet and submitting an application form for a service with the appropriate fee.
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Continuing Progress

Customer First will deliver integrated and efficient public services to the citizens of Scotland
through a generic customer relationship management platform, and a Citizen Account. The
delivery of the Customer First Business Plan will be supported through the development
and implementation of an effective Benefits Realisation Framework, to monitor and
measure, the deliverables from the Customer First Programme. The subsequent work
streams have been agreed with Scottish Local Authorities and the Scottish Executive.

There is a commitment from the Scottish Executive that by the year 2010, £1732 million in
cash releasing savings will be secured across the public sector under the Spending Review
process specified within the “Building a Better Scotland” paper published in November
2004.

To help meet this target, Customer First has been identified by the Executive that it is
expected to contribute efficiency savings of £40m by 2008 based on the Customer First
Business Case. There is also a further target that by 2010 Customer First will have
contributed £56m towards the efficient government agenda.

In meeting the challenges of demonstrating success against the modernising government
agenda, the Customer First Benefits Realisation Reporting Framework will set out — in
quantitative and qualitative terms, the key outcomes, benefits and efficiencies achieved
from the Customer First programme. For example; the types of services and percentage of
customer enquiries and transactions to be delivered at the first point of contact; savings in
service transaction times; savings in service transaction costs; increased customer
satisfaction ratings, all of which will be underpinned by measurable indicators of service
improvement, enabled through electronic service delivery (ESD). All tracked through an
online reporting tool.

Benefits realisation will be built around high-level reporting to support the broad policy
objective of delivering excellent public services (including case studies for spreading best
practice), and around a set of measurable improvements at a more detailed, and prescribed
level. At the more detailed level, specific benefits and efficiencies will be targeted and
monitored through a consistent and common approach. This approach will be as simple
and practical as possible, with the minimum administrative burden on Councils. We will do
this by ensuring that the benefits realisation (management) information is a natural by-
product of the service improvement process, and not a ‘bolt on’ exercise. The 46 Core
Service Activities identified for national reporting on ESD will form part of the benefits
realisation reporting framework.

The Customer First Benefits Management Framework, includes roles, responsibilites and
activities identified. Consultation has informed the development of Benefits Realisation for
Customer First, and provided stakeholders with the opportunity to contribute to a process
that is meaningful and robust.

Part of the consultation and decision-making process has been the valuable contributions
from the Benefits Realisation Development Group comprising 8 Scottish Councils —
Aberdeen City Council, Glasgow City Council, East Renfrewshire Council, The City of
Edinburgh Council, Fife Council, The Highland Council, North Lanarkshire Council and
Orkney Islands Council, the Scottish Executive — Efficient Government Delivery Group, and
Audit Scotland.
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Case Studies

There are 15 case studies that illustrate some examples of good e-government practice and
provide an opportunity to share knowledge on innovative projects either fully implemented
or currently being developed. These examples clearly demonstrate how the impact of ESD
can improve service delivery and enhance citizen choice.

Modernising Government

Electronic Service Delivery

Aberdeen City Council

Modernising Government THEME: Improving Local Authority Services

Development of a “New Media” Citizen/Customer “Self-Service” Communications
Channel - the Aberdeen iKiosk Network.

Statement from council on Theme selected (i.e. brief synopsis on how the Case
Study below relates to the Theme provided)

The development of the Aberdeen iKiosk Network is to establish the principle of an
integrated, transactive “self-service” communications channel between Council and its
Citizens and wider Customers who utilise the City of Aberdeen for work, business and
pleasure.

Details on the Case Study:
Aberdeen iKiosk Network

iKiosks are a digital Network which utilise touch screens to provide access for Citizen
and others to interact and transact. The outdoor iKiosk units are unique in Europe and
represent: stunning street furniture design, compliance to DDA together with practical

information and innovative functionalities. A previous successful Scottish Executive
PTF bid for accessible Public terminals providing transport/travel information
developed into a wider scope, of public information covering Council and strategic
partner services. None the less working with Traveline Scotland and Transport
Scotland a first class journey planner will be available, later a Voice Over IP call
(VOIP) to their call centre.

The iKiosk strategy was aligned with Council’'s Customer Access Point (CAP)
Programme extending the principle of choice, ease and convenience for citizens and
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customers to access services when, where and how they wish. This strategy
encompasses the “New Media” strategy of the Scottish Executive as laid out in Open
Scotland Information Age Framework (OSIAF) statements and endorsed by Scottish
Local Authorities (SOLAS) signatories from all Scottish Chief Executives.
Methodology of content provision from iKiosk Partners were established on
eGIF/OSIAF standards of XML interoperability.

On 14™ December 2005 Council approved a prioritised list of locations for the 1°
phase of the iKiosks Network. Dependent on location, the Network provides access
24x7x365. Council also awarded the contract to Public Data Web Ltd of Sheffield to
design, build and install the Network and provide a Managed Service for 5 years. The
iKiosk Civil Works programme of “Everything Below the Ground” commenced on
13™March 2006 culminating in “Everything above the Ground”, including
commissioning and launching of the Network by “Go-Live” date of 27" April. 4 City
centre locations: SchoolHill St Nicolas Concourse, Castlegate, Music Hall and 2 indoor
locations: Aberdeen Royal Infirmary and The Robert Gordon University’s new Sports
Complex. The Torry Library Neighbourhood location, because of additional Civil
Works, will go “live” in early June. A local Primary School Head has taken a pro-active
view and wishes pupils to be briefed on iKiosks. The School’'s pupils will help in
suggesting a name for the Ativar (Artificial Intelligent Advisor) functionality on the
Kiosk. This will help stimulate community ownership and reduce the risk of anti-social
behaviour towards them.

Communication  with  various
internal and external groups was
critical. A Co-ordinated approach
right up to “Go-Live” day was
employed. A flow of information
was made available on the
Council’'s IntraNet and Internet
sites. Up-date sessions were
delivered to Councillors,
Community Councils, advisory
groups:

Disability, Civic Forum and City Centre Traders Association, where features such as
“TextTalk, free email and Video Mail attachment, screen resize and language options
where highlighted.

Communication with various internal and external groups was critical. A Co-ordinated
approach right up to “Go-Live” day was employed. A flow of information was made
available on the Council’s IntraNet and Internet sites. Up-date sessions were delivered
to Councillors, Community Councils, advisory groups: Disability, Civic Forum and

City Centre Traders Association, where features such as “TextTalk, free email and
Video Mail attachment, screen resize and language options where highlighted.

The iKiosk programme and contract with PDW of Sheffield provides Council with an

opportunity to accelerate, in this particularly ESD channel, compliance to
eGovernment ESD Stages 3 and 4 with on-line forms and full integration to relevant
back-end systems. Credit/Debit Card readers are standard allowing payment of
Council Tax, Rents, Parking Fines, Educational Courses, and other sundries items
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such as Special-uplifts and Environmental Pest Control charges. The iKiosk are
effectively a “Virtual Front-End Office”

The iKiosk design, as standard, also provides a WiFi opportunity and topography
around the City. That would allow citizens, Council and partner employees to access
information, interact and transact utilising mobile hand-held devices. Development of
the iKiosk Network is a demonstration, of the philosophy of the ESD/Benefit
Realisation Programme where not only can citizen exercise the opportunity for “self-
satisfaction” through “self-service” but also the efficiency release to Council is
realisable in terms of time-management and budget-savings without diluting the quality
of the service. Council is looking at a further 18-20 iKiosk locations around the City
particularly in the communities.

Contact details: Phil Mills-Bishop, pmbishop@aberdeencity.gov.uk, Tel:01224
522695
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Modernising Government

Electronic Service Delivery

Angus Council

Modernising Government THEME: Improving Local Authority Services

Improving Local Authority Services

Statement from council on Theme selected (i.e. brief synopsis on how the Case
Study below relates to the Theme provided)

Introducing Public Access to Planning Applications means citizens can access all
relevant information via the Internet. However it has also enhanced internal business
processes and ways of working which improves service delivery across all channels.

Details on the Case Study:
Public Access to Planning Applications in Angus Council

The main aim of implementing Public Access in Angus was to provide consultation and
tracking information on planning applications to the general public. However, it was
also recognised from the outset that whilst Electronic Service Delivery (ESD) would
offer benefits to citizens, business community and visitors, it would also enhance
existing internal business processes and ways of working.

In Angus Council it is not always possible to provide access to operational back office
systems from all offices used by council officers. The introduction of Public Access
alleviated this situation.

No longer at a Planning Officers’ surgery is an enquirer having to be told “/f only I'd
known | could have brought that file with me”. All that is required is access to the
Internet and the essential forms, documents and plans etc are available.
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With regards to consultees gone
are the days of photocopying
large plans and documents.
Access to the relevant
documentation can be made by
other council departments such
as Roads via the council’s
Intranet whilst the Internet can be
used by external parties. Only
one external consultee now
requires paper copies — all others
are happy to use the Internet.

These developments provide an
enormous improvement for staff

and consultees. The next steps, where staff can access back office systems remotely
to maintain and produce documentation, e.g. a list of outstanding work prior to
completion certificate issue, is where the truly interactive benefits to staff will come.

Contact details: Marian Sharp, SharpMT@angus.gov.uk, tel: 01307 461460
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Modernising Government

Electronic Service Delivery

City of Edinburgh Council

Modernising Government THEME: Improving Local Authority Services

Improving Local Authority Services

Statement from council on Theme selected (i.e. brief synopsis on how the Case
Study below relates to the Theme provided)

To improve ease of contact for the public and to increase the effectiveness of the
service delivered, it was decided to implement a Customer Service contact centre,
staffed with trained, multi-skilled customer service assistants and supported by CRM
and Contact Management facilities.

Details on the Case Study:
Background

East Lothian Council’'s Contact Centre was planned following research that showed
that over 75% of East Lothian’s citizens regarded the telephone as their preferred
method of contacting the Council. The planning also ensured that the underlying
technical infrastructure provided a secure and flexible platform for future delivery of
further services to all East Lothian Citizens through multiple access channels.

Prior to the Contact Centre’s establishment two separate operations existed.

e A 6-seat Call Centre providing a housing repairs service

e In a separate location, another operation providing a Community Alarm service
for citizens in their homes or within housing schemes. Monitoring and recording
of public space CCTV and provision of Council emergency out of hours service.

Now

The new facility has brought together these two separate functions with an initial
staffing level of 7 assistants with capacity for 24, all using new IP telephony. This new
technology required the replacement of the existing call management software and call
recording system.

The Community Alarm system was upgraded to allow multiple systems to be accessed
from one desktop PC.
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In the event of a failure, a new contract with the alarm system supplier provides
24x7x365 cover. East Lothian provides the system supplier with a regular update of
the client database allowing the suppliers’ contact centre to take over service provision
when required. This replaces an informal agreement with the neighbouring Scottish
Borders Council.

The new CCTV suite has been designed from the ground up and provides 12 split-
screen monitors with an additional 8 monitors dedicated to ‘hot-spots’ and 2 spot
monitors, covering the main towns in East Lothian. The new suite has the capacity to
house 50 monitors and 2 spot monitors should other CCTV monitoring be required in
future.

At the same time, the system was upgraded to digital recording allowing the images to
be viewed from a networked PC and copied to DVD for law enforcement bodies.

Future

As the Contact Centre develops, it will deal with all inbound and outbound telephony,
fax and electronic contacts from and to East Lothian Citizens. A new Customer
Relationship Management system will provide citizens with one joined-up view of the
Council, and the Council with one complete view of each citizen, integrating service
delivery across the Council and its partners.

Contact details: Mike Archibald, marchibald@eastlothian.gov.uk, (01620 827132)
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Modernising Government

Electronic Service Delivery

Clackmannanshire Council

N

torthvalleygis

Modernising Government THEME: Improving Local Authority Services

Addressing Requirements On-line

Statement from council on Theme selected (i.e. brief synopsis on how the Case
Study below relates to the Theme provided)

As a key part of its modernisation agenda a Corporate Address Gazetteer (CAG) has
been created in Clackmannanshire Council. A CAG Is a single, maintained and
definitive list of addresses within the local authority area.

Details on the Case Study:

Solution:

Forth Valley GIS worked in collaboration with Clackmannanshire, Falkirk and Stirling
Councils, CSVJB and key suppliers in order to achieve economies of scale and a
consistent approach to CAGs across the Forth Valley area.

Planning and Building Control:

The Planning and Building Control system at Clackmannanshire Council, UNI-form™
has a Gazetteer Management System (GMS) as its centralised address database. The
CAG is maintained and managed within this system.

Electronic Service Delivery

By linking the CAG to the Council’s corporate GIS solution, value-added address

information is made available to citizens via Clackmannanshire Council’s Internet site:
http://www.clacksweb.org.uk.

By entering an address into the search engine a citizen can find information about
Council services and facilities close to the chosen place of interest.
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The website accesses the Forth Valley GIS centralised mapping and information
repository, ‘GeoStore’, via web services. Additional features will be added over time,
including the ability to overlay other data (e.g. planning applications, Tree Preservation
Orders etc).

There are also direct links to the National
Scottish Assessors portal where a customer

can find out valuation information.
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Contact details: fvadmin@forthvalleyqgis.gov.uk, tel: 01786 442976
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Modernising Government

Electronic Service Delivery

Dundee City Council

Modernising Government THEME: Improving Local Authority Services

Improving Value for Money

Statement from council on Theme selected (i.e. brief synopsis on how the Case
Study below relates to the Theme provided)

Electronic Payments

Details on the Case Study:
Dundee City Council’s Online payments exceed £10 million

Dundee City Council’s online payment facility has been running for 4 years and has
now collected £10.72million in 83,890 payments since 2002.

Figures have been steadily increasing year-on-year and the value collected in 2005
was £5.89million, an increase of 45% over the previous year. There are now over
45,500 payments a year being processed through this facility and payments are
automatically posted into the back-end systems.

The Website offers this popular facility for 19 different types of payment such as
Council Tax, Council Rent, Council Invoices, Parking Fines and, as well as members of
the public using the Website directly, there are is a facility whereby members of the
public can telephone and dedicated staff members can process payments through the
facility on behalf of people who do not have Internet access.

The most popular type of payment is Council Tax with over 30,300 payments last year
totalling just under £4,000,000.

Other more novel types of payment are for Car Parking Season Tickets and Genealogy
Research.

Contact details: Jane Crawford, jane.crawford@dundeecity.qgov.uk, tel: 01382 438136
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Modernising Government

Electronic Service Delivery

East Ayrshire Council

Modernising Government THEME: Improving Local Authority Services

On-Line Services

Statement from council on Theme selected (i.e. brief synopsis on how the Case
Study below relates to the Theme provided)

To develop on-line booking for primary services.

Details on the Case Study:
“CONNECT” E-BOOKINGS 3\ Tf-"

In the area of Internet access we wanted to introduce online bookings for our primary
services.

In order that we could evaluate the process in the project using real life scenarios we
have implemented the system on a phased basis starting with pilots for online booking
for registration offices and also for meeting rooms within our Dalmellington Area Office.

This stage has allowed us to ensure that the software conforms to our business
process and issues of security and access could be addressed before the project is
rolled-out further.

The pilot stage started in the summer of 2005 and we can then use the feedback
gained so far to introduce further stages, which will include bookings for recreation &
leisure facilities as well as for other targeted services.

During this first stage we have also used the solution to create efficiencies in the area
of the Community Planning project, which was not in the original specification and has
therefore added an additional benefit to the project. The system now allows us to
create further instances of “connect” to meet other business needs, for example,
meeting rooms in other Council premises, booking of ICT equipment etc. Further to this
another area that has arisen during the pilot stage is that of our outdoor activities
services which, amongst other things, organises groups to visit historical buildings, the
County Park, etc. Plans are underway to implement the system to enable this service to
realise the benefits.
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At present internal council staff and community partners (police and health authorities)
can benefit from being able to book rooms at our Dalmellington centre through the
extranet. This has benefited all areas through a reduction in administration of the
meeting rooms.
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Council staff are currently using the system to make bookings for registration
appointments, and in stage 2 this will be rolled out to citizens to allow them flexibility in
booking these appointments online.

Future roll out of “connect” will replace existing manual systems used in the
management of resources. In addition we will integrate “connect” with our payments
engine so that online bookings and payments can be processed seamlessly and also
integrate “connect” with our Customer Account so that authenticated e-bookings can be
processed.

Contact details: Graham Stewart, graham.stewart@east-ayrshire.gov.uk 01563 76819
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Modernising Government

Electronic Service Delivery

East Lothian Council

Modernising Government THEME: Improving Local Authority Services

Improving Local Authority Services

Statement from council on Theme selected (i.e. brief synopsis on how the Case
Study below relates to the Theme provided)

The Contact Centre was planned following research that showed that over 75% of East
Lothian’s citizens regarded the telephone as their preferred method of contacting the
Council. The planning also ensured that the underlying technical infrastructure provided
a secure and flexible platform for future delivery of further services to all East Lothian
Citizens through multiple access channels.

Details on the Case Study:

Prior to the Contact Centre’s establishment two separate operations existed.
o A 6-seat Call Centre providing a housing repairs service
o In a separate location, another operation providing a Community Alarm service
for citizens in their homes or within housing schemes. Monitoring and recording
of public space CCTV and provision of Council emergency out of hours service.

Now

The new facility has brought together these two separate functions with an initial
staffing level of 7 assistants with capacity for 24, all using new IP telephony. This new
technology required the replacement of the existing call management software and call
recording system.

The Community Alarm system was upgraded to allow multiple systems to be accessed
from one desktop PC.

In the event of a failure, a new contract with the alarm system supplier provides
24x7x365 cover. East Lothian provides the system supplier with a regular update of
the client database allowing the suppliers’ contact centre to take over service provision
when required. This replaces an informal agreement with the neighbouring Scottish
Borders Council.

The new CCTV suite has been designed from the ground up and provides 12 split-
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screen monitors with an additional 8 monitors dedicated to ‘hot-spots’ and 2 spot
monitors, covering the main towns in East Lothian. The new suite has the capacity to
house 50 monitors and 2 spot monitors should other CCTV monitoring be required in

future.

At the same time, the system was upgraded

to digital recording allowing the images to

be viewed from a networked PC and copied to DVD for law enforcement bodies.

Future

As the Contact Centre develops, it will
deal with all inbound and outbound
telephony, fax and electronic contacts
from and to East Lothian Citizens. A new
Customer Relationship Management
system will provide citizens with one
joined-up view of the Council, and the
Council with one complete view of

each citizen, integrating service delivery
across the Council and its partners.

Contact details: Mike Archibald, marchibald@eastlothian.gov.uk, 01620 827132
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Modernising Government
Electronic Service Delivery

East Renfrewshire Council

Modernising Government THEME: Improving Local Authority Services

Statement from council on Theme selected (i.e. brief synopsis on how the Case
Study below relates to the Theme provided)

The task of administration of the Council’s free school meal and clothing grant scheme
was under consideration to be transferred from Community Resources Department to
Corporate Customer Services.

The existing process called upon customer to provide benefits information that the
Finance department already held, schools to endorse forms with information the
Education department already held centrally and required a double keying exercise when
payment information was passed to creditors section for cheque issue.

The project had to map the existing process, streamline that process, introduce new
technologies and look at how best different council departments could share relevant
information and use that information to target services to those who would be entitled to
receive them. Where appropriate to make the process more effective and efficient.

Details on the Case Study

Issues with old process

The process system was not joined up. Applicants were being asked to provide
documentary evidence of proof of benefit that is either issued by the council (council tax

rebate, housing benefit) or is already available via the council’s benefit system.

Schools are required to confirm pupils attendance by marking application form, this
information is already held within seemis system

Software was not supportable

Software was not compatible with creditors system, meaning that creditors staff had to
type applicant details into creditors system, a duplication of work already carried out.
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Hard copy of free school meals entitlement lists were posted to schools delaying provision
of meals to entitled pupils.

Under the previous method of administration of this service, the distribution of application
was not targeted; benefits information that the council already held was not used to verify
applications.

Benefits of new procedure

No requirement for 1500 interview letters per year to be produced.

No requirement for 1500 interviews to be undertaken.

No requirement for applicant’s details to be double entered into both clothing grant and
creditors system.

Council can be proactive in the fight against poverty by targeting application forms to
customers receiving other benefits that are eligible for Clothing Grant and Free School
Meals, but have not applied.

Assists the council in achieving “Joined up Government” targets

Supportable software

Online form makes grant more accessible

Parents do not have to make an unnecessary journey to show proof of benefit

Schools do not have to endorse application form to show that pupils on form attend their
school

Contact Details: Stuart McMinigal, Development Manager, Customer First. Council
Buildings 211 Main Street , Barrhead, East Renfrewshire, G78 1SY

Phone: 0141 577 3436
Mobile: 07876 144836
Email: stuart.mcminigal@eastrenfrewshire.gov.uk
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Modernising Government
Electronic Service Delivery

Falkirk Council

Modernising Government THEME: Improving Local Authority Services

Education Services

Statement from council on Theme selected (i.e. brief synopsis on how the Case
Study below relates to the Theme provided)

Internet Development And Promotion
Falkirk Council website was created in 2002 and Education Services has had

information posted on it from the start. User statistics for the Education pages were not
high — in April 2004 19,964 hits per month were recorded.

Details on the Case Study:

One of the first tasks for redevelopment in 2004/05 was to re-arrange the existing
information to make it easier to find and increase the range of topics. Topic choices on
the Education homepage increased from 5 to 23 in August 2004 and users no longer
had to ‘drill down’ several layers to find what they wanted.

Then the Education Services Internet working group was set up with representatives
from a school and all sections of the service. Help on technical and content issues was
provided by Corporate ICT/Marketing.

e downloadable forms for Clothing Grants, the Education Maintenance Allowance
and school brochures were added.

¢ internal links to other Council services for school transport, adult learning and
school meals were added.

e external links for School inspection reports, exam dates and other helpful
websites were added.

Next the site was promoted so that parents and the public knew what information they
could access all day every day.
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This was done by -
¢ articles in Education Service’s newsletter to alert all staff.
e articles in newsletters aimed at parents telling them what was ‘new’ on the site.

e carrying out awareness training for staff so they could direct callers to use the
site.

e creating a booklet which listed topics and directed readers to the corresponding
website pages.

The statistics were tracked monthly show the effect of these changes — by February
2005 the hits had risen to 61,787 per month and in November 2005 61,151 hits per
month were recorded — a 66% increase from the start of the development process.

Future developments are already planned for 2006.

e The website will be transformed with a new design.
e A content management system will make it easier and quicker to post changes
to the live site including urgent messages on school closures in bad weather.

e The system will be easier to use meaning that more staff can post information
directly to the site.

Contact details: Dianne Cherry, dianne.cherry@falkirk.gov.uk, tel: 01324 506602
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Modernising Government

Electronic Service Delivery

Fife Council

Modernising Government THEME: Improving Local Authority Services

Improve access to services personalised to an individual’s needs

Statement from council on Theme selected (i.e. brief synopsis on how the Case
Study below relates to the Theme provided)

myfite

Myfife is a Fife Council Customer First initiative to improve access to services
personalised to an individual’s needs. It includes multi-application smartcards,
customer/citizens accounts and personalised online services through myfifedirect.
Behind the scenes it links with our CRM system and corporate data hub projects to
create an infrastructure to share customer information across council services.

Our Customer First strategy was first developed in 2002 following extensive customer
consultation. The myfife programme supports and furthers all of the six Customer First
themes:

e choice - providing a choice of ways to access council services — now customers
can use their smartcard across council locations, via the contact centre or online.

e convenience - services accessible at convenient times — instead of many cards
they’ve now got one that that can be used across a range of services

e quality - improve the quality of customer experience & information given — the high
quality of information and personal service provided has resulted in a high take up
of myfife services

e remember me — don’t make me repeat my details or queries — with a myfife
account just tell us once when your circumstances change and there’s no need to
repeat your details again

e one and done — complete the transaction at first point of contact — with myfife the
authentication is built in so customer service staff can concentrate on delivering the
service

o value — quality service provided at best value - savings and efficiencies are
expected from better management of information across the council
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In Spring 2005 the myfife programme was refocused to meet the new Scottish
Executive plans for a National Entitlement Card, to be introduced on 1% April 2006 to
support the new Scotland wide free bus travel scheme.

To ensure Fifers understood the new scheme and the benefits of it, as well as the
other services they could add to their card (leisure, libraries, local discounts etc) and
the benefits of setting up a customer account Fife Council decided to take a
personalised face to face route to registering customers.

Details on the Case Study:

The myfife programme is changing the way Fife Council interacts with the residents of
Fife. At a simple level it's introducing a single customer account number — replacing all
of the existing ones they may have already. This should make it much simpler for
customer service staff to access or change a customer’s details — or for the customer to
do it themselves online. It's providing a new token — the myfife smartcard that’s a quick
way of accessing services whether it's cashless catering, bus travel or leisure activities.
It's also starting to join up registration and entitlement processes to make sure people
are aware of what they are entitled to and can access it easily. It's a tall order. But so
far there’s been a very positive reception and buy in from stakeholders — internal and
external alike. As a pilot within the national Customer First programme there’s clear
opportunity for other authorities to learn from our experiences — and many are already
asking to share our plans and information.

It is an online registration system delivered through one -on-one appointment. This
suits the customers. The personal touch is working. It's about using the information to
give people the services they are entitled to — whether its benefits and concessions,
support services or alternative formats of information without causing them any
embarrassment, stigma or inconvenience.

Our approach is enabling

increased take up of the myfife card & account prior to April 2006

after April to increase the usage and perceived value of the card by offering a range of
services through it

ensure customers understood the legal/data sharing implications of the customer
account at local and national levels before consenting

improve the quality of information through consistent registration and authentication
processes

introduce new processes for changes to a customers circumstance that could be
shared across the council

record information once in the customer profile that could be used to pre-qualify the
person for a package of joined up services and to enable the council to communicate
with the person in their preferred medium.

integrate myfife programme with other local and national initiatives to improve customer
service

This project is a good example of how new technology or IT can be an enabler for
change but needs to be firmly set within the business needs to meet customer
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