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Vision

We live in exciting times whereby our lives are being transformed by technology. The internet has revolutionised the way that people relate to the world, with the mass consumer adoption of advanced technology whetting the appetite to find and develop new ways of interacting with each other, business and government. 
Recognising this sea-change in attitude, in 2014 the government published its Digital Strategy
 setting out its response and digital vision.  Likewise, this Council will exploit the opportunities presented in this digital age for the benefit of everyone in Calderdale – residents, businesses and visitors alike.

This document maps out how we will realise this vision, through the golden thread that links skills and opportunity with personal and economic success.
Our Ambitions are to:

· Develop and maintain strong relationships with our residents and businesses who are our advocates

· Improve people’s  lives through better use of technology – to cast digital as a basic skill alongside reading and writing 
· Make Calderdale a place where people are proud to live and work 
To deliver our vision, this Digital and ICT Strategy will:

· Support the Council to deliver its strategic outcomes for Calderdale

· Enable us to work proactively with our customers to understand their needs and shape demand accordingly

· Promote and support the most cost-effective way of delivering services 

· Support the development and use of open data, open technologies and open platforms

· Promote Digital by Choice as the benchmark for service provision
· Support our staff to maximise the opportunities that digital presents
Objectives
This strategy supports three clear objectives:

· Delivering on our Ambition for Calderdale by implementing the Council’s strategic outcomes
 
· Transforming services for service users through the application of our Values and Behaviours

· Maximising opportunities for economic growth working with regional partners 

Principles

This strategy is informed by the following principles:
· Customer focus – rather than service focus
· Self-service wherever possible – driving channel shift
· Shape demand – redirect resources to where they are most needed 
· Resilience – delivering fit for purpose infrastructure for today and tomorrow
· Value for money – delivering cost effective services
· Digital – embedded as business as usual

· Engagement with communities and businesses – by digital and social media means
Context

This Council is no stranger to digital innovation – as attested by our involvement in local digital initiatives such as the #channelshiftcamp NORTH and the Hack-the-Home Design-athon – both hosted locally and drawing regional and national interest. Our Broadband (BDUK) Demand Stimulation programme is unique to West Yorkshire and is proving to be a catalyst for driving economic development in the region.
These initiatives play an important role in the Council’s journey from being a service-driven organisation to one that is developing a citizen-centric approach.
Digitally enabled participation and production of services is changing people's expectations about their relationship with government. Calderdale needs to support this shift from anticipating citizen and business needs to citizens and businesses addressing their own needs – delivering them in partnership with local government. In this way we can use the opportunities from the integration of new technologies to better shape public sector outcomes and not simply to support government processes. This shift to use the best technology requires coherent, strategic planning in all service areas and at all levels of administration.

To achieve this we will:
· Ensure greater transparency, openness and inclusiveness in our processes and operations. This will improve accessibility, trust and accountability.
· Encourage greater participation in policy making and service design. We can achieve this by facilitating more targeted engagement through social media, by adopting guidelines on procedures and responsibilities, and by developing a framework to empower businesses, citizens and other organizations in the development of a digital government eco-system. 
· Create a data driven culture; allow access to data, strengthen use and reuse of data and improve data sharing with effective and appropriate security measures in place. This will create greater trust among our residents and lead to better policy making and service redesign.
· Strengthen regional co-operation to serve citizens better, leading to improved opportunities for businesses that cross borders; and share early adoption of digital processes with other public sector organisations as we find our way in this evolving world.
· Secure leadership, skills and capacity on the wider digital agenda, both short term and longer term. This will provide coordination across regional and national government and with the relevant stakeholders to drive the alignment of strategic objectives.
Themes
Our delivery plan is focused around five interlinking themes:
Access to Services 
If everyone conducted all their Council business face to face, the Council would be unable to afford to provide the services at their current level. Costs have been progressively reduced through Channel Shift – shifting contact firstly to phones and now online, the cheapest interaction method of all.

We will continue to support the Council’s Access to Services programme and the wider digital agenda by further increasing the number and range of transactional services available through our website, and enabling the further delivery of website services on tablet and smartphone platforms. Developing and promoting digital access channels will reduce transactional costs and improve service availability.
We will achieve this by:
· Supporting the development of more transactional services being made available online; 
· Promoting the use of a Citizen account to make it easy for customers to go to one place to get their services delivered securely online with minimum fuss;

· Reviewing our Customer Relationship Management system to ensure fit for purpose;

· Reviewing our Content Management system to ensure fit for purpose;
· Further provisioning and promoting Wi-Fi connectivity in publicly accessible Council buildings through the corporate programme;

· Promoting customer self-service as the preferred channel of choice;

· Pursuing customer-focussed and digital-friendly Process Redesign methods delivered through our specialist Business and Systems Service;  

· Employing Demand Management techniques to help shape demand through shifting channels;

· Supporting the ‘Tell Us Once’ initiative by further automating workflow ‘behind the scenes’, making links between the various corporate business systems that will allow the sharing of data, working towards enabling customer tracking of service requests to be implemented.

Digital Inclusion
While we wish to maximise take-up of all digital access channels through our Access to Services initiative, we cannot leave behind those who are unable or unwilling to make the change.  Our residents will be affected by Central Government’s digitisation agenda (for example in relation to Universal Credit) and they should not be disadvantaged. 
We need to ensure that as many citizens as possible choose to prefer digital channels over any other in order to bridge the digital divide. To address this we will:

· Support Digital Leadership within the Council to advocate and promote the wider adoption of digital through services;

· Develop a programme of assisted digital that will target the excluded;

· Develop online service interaction in such a way as to promote opportunities for all citizens, including the most vulnerable, so that everyone can benefit equally from the future life chances and financial benefits available through affordable internet provision. This can be achieved by identifying groups to support, such as families with child poverty, and by using behavioural insight tools and links with voluntary sector groups to promote digital uptake; 
· Support measures to change attitudes by encouraging the adoption of social media and its use to reach out to customers in the format with which they feel most comfortable;

· Work with education and voluntary sectors to facilitate, support and develop training to encourage citizens to build their digital skills;

· Ensure that residents and businesses know where to access training to positively impact their lives and be motivated to use online channels;
· Deploy ways of bridging the digital divide: use of non-digital means such as word of mouth and leafleting homes;
· Recognising that smartphones are the most likely digital device of choice for the digitally unenthusiastic, emphasise ‘mobile optimised’ delivery during new service design (use or mimic apps as appropriate) 
Council colleagues and Elected Members also need to be encouraged to develop their digital skills. We will ensure that colleagues have the right skills, capabilities and technical tools.  We will:

· Develop digital skills in-house by supporting the development of a Digital Competency Framework for Council staff;

· Foster and support the development of active Digital Leaders at all levels of the organisation; 
· Complete a desktop transformation project to replace PCs / other client devices with up to date technology, providing the Town Centre Office Strategy standards corporately;
· Ensure that new and redesigned transactional services are operated and improved by skilled and experienced managers, with clear accountability for quality and take up;

· Embed digital skills throughout the organisation, from hiring, induction and beyond;

· Review how we share information internally;

· Develop audio/video conferencing facilities.
Partnerships / Shared Services
Austerity, shrinking funding, fewer resources and the rising demands of social care, which threaten to engulf local authority budgets, have increased Council focus on partnership working and sharing resources – aiming to reduce costs, jointly procure services and share expertise. Data, whether open data or data shared within relevant public sector organisations, is central to redesigning service delivery.  
The Council and its partners need to address the real concerns that citizens have regarding data security, as creating and maintaining trust is crucial to the effective unlocking of data. If data is private or confidential, whether to an individual or an organisation, it should remain so; otherwise the presumption should be to publish it. Our priority will be to focus on the areas of greatest demand and where publication can alleviate the pressure on resources devoted to Freedom of Information and routine contact centre requests.

Partnership working will be enabled by:

· Progressing efforts to create common sets of standards allowing the sharing of data across local services. This would be enhanced by the adoption of a common technology platform for local web sites;

· Using available Big Data
 and Business Intelligence evidence to inform decisions;
· Working towards having all publishable data sets available on our Open Data platform, with our communities engaged and able to use our data to solve problems, create jobs and encourage enterprise; 

· Having real-time access to internal integrated data;
· Supporting the development and promotion of a common form of ID assurance; 
· Supporting the development of ‘Government as a platform’ – whereby the technology is standardised across the public sector  in order to create a fertile area for collaboration between public sector bodies and citizens – making use of freely available data presented in a consistent and accessible format; 

· Providing consistent access to management information wherever systems allow, and ensure that new systems are built or procured with this in mind;
· Continuing our shared services work with Leeds City Council underpinned by the sale of our Adult Health and Social Care software;

· Developing our partnership with our commercial reseller Idox to develop, promote and sell our systems to a public sector market;
· Continue to work with the Public Sector Mapping Group to understand and exploit the opportunities presented by the use of GIS data;

· Continuing to deliver appropriate support to schools to ensure safe and secure ICT facilities.
Economic Growth and Prosperity
This is crucial to Calderdale as economic development leads to the creation of wealth, which benefits Calderdale citizens generally. The Government’s devolution agenda opens the door to further economic development in conjunction with our regional partners, allowing us more opportunities to attract the national and European funding this region needs. 
Greater access to the internet through a combination of Superfast Broadband and Wi-Fi provides the Council with a catalyst to develop, promote, and encourage increased online interaction with residents and businesses, further normalising the digital culture. It empowers many of the wider aspects of the digital agenda such as improved educational attainment, telecare services, economic growth, and digital equality. 
The Council is playing a major role in securing economic success though key strands relating to internet provision. We will:

· Continue to support BDUK Superfast Broadband and Super Connected Cities Programmes, as locally expressed by the Superfast West Yorkshire, which aims to make available a superfast broadband infrastructure to at least 95% of Calderdale residents and businesses by 2017. Already over 100 Calderdale businesses have Superfast connections to the internet using the broadband voucher scheme, each saving between £2,000-£3,000; 

· Continue to promote take up through programmes designed to boost business demand for superfast broadband. Greater availability of faster broadband encourages digital take-up and promotes digital inclusion and encourages greater independent provision of internet access;

· Encourage small and medium enterprises (SMEs) to maximise regional funding and training opportunities around broadband infrastructure/connectivity and digital skills, which will help further our economic objectives;
· Engage with ESIF
, West Yorkshire Combined Authority and other opportunities to build, promote and exploit digital provision in Calderdale;
· Further promote Wi-Fi deployment by working in collaboration with public sector partners, where there is an appropriate business case to do so. The use of Wi-Fi is becoming increasingly important as the actual point of access for the internet.  Calderdale Council already provides Wi-Fi for Public use in buildings it owns such as libraries, leisure centres and the Halifax market.  This will be extended when possible;
· Continue to provide, and expand if necessary, access points to the internet through terminals in libraries and kiosks where there is sufficient demand and where there is a business case to do so, including in new developments such as the Central Library and Piece Hall;

· Ensure a co-ordinated approach to the development of Calderdale’s Infrastructure – such as by making use of the highways work programme to expand our digital infrastructure; 

· Provide support to enable business to exploit new technologies, ensuring increased productivity and job creation.
Technology
The Council uses appropriate technology (infrastructure, software) to support its wide range of business requirements. We welcome and evaluate new developments and exploit them as we renew and refresh our technology to meet future demands and expectations. 
As such we will:
· Develop innovative, lean and efficient ICT infrastructure capable of delivering Council and customer requirements, using technologies that will enhance service delivery, simplify access and improve the customer experience – making internal and external services simple, easy and pleasurable to use;
· Explore hybrid cloud options where they can be shown to enhance resilience and flexibility, with an aim of ensuring the most cost-effective and secure solutions that will also support the principles of maximising availability;
· Continue to support the Public Sector Network (PSN) initiative as part of promoting shared infrastructures and networks and sharing information/accessing systems securely;
· Explore the possibilities of developing an Open Technology Platform (‘Government as a Platform’);

· Maintain and review our Digital Asset Map to facilitate an understanding of the Council’s digital assets, which are central to service delivery, sharing and using information effectively;
· Build in flexibility into service development by promoting the use of Agile techniques;
· Promote the adoption of common information exchange formats in order to link existing systems to each other
;
· Take advantage of the emerging ‘Internet of things’ to redesign smarter public services around citizens and businesses;
· Undertake regular and routine reviews of third party contracts, assessing them for their suitability for self-service, accessibility, their focus on the customer journey and integration with existing software; to continually demonstrate best value and fitness for purpose; 
· Place Digital at the heart of technology procurements including:
· Network Infrastructure, Servers, Electronic document records and management systems, Desktop transformation, Third party systems, Licensing, Software refresh, Managed print, Application software;
· Ensure our systems are appropriately resilient and that there are robust arrangements and procedures in place to ensure service continuity in the event of a failure;
· When commissioning, procuring or redesigning for online transactional services, ensure that new systems are sourced through Government Frameworks where appropriate, use open formats for storage and retrieval and comply with Digital by Design and Open by Default standards 
Measuring Success
The Government Digital Strategy suggests these measures to assess the success of digital service provision:
· Transaction costs

· Transaction completion rates

· Online service take-up levels
· User satisfaction 
We will review and develop appropriate performance indicators to support our digital work.  In addition to the above, these will include measures of our success in delivering the best possible viable services for our communities within the constraints of existing and future budgets. 

What our success will look like 
Our symbols of success will clearly demonstrate the impact of our digital ambitions for Calderdale:
· Delivering major Infrastructure projects such as the Piece Hall redevelopment, Calderdale Gateway and the new Central Library –  effectively, by deploying and promoting digital technology;
· Creating an ‘innovation eco-system’ by developing a State of the art Skills and Innovation digital facility in affiliation with the University of Huddersfield’s 3M Buckley Innovation Centre, which will deliver industry standard skills and training and provide businesses with the ability to rapidly deliver advanced technologies to the mainstream, as well as providing a means for inspiring young people to enter Science, Technology, Engineering and Mathematics disciplines;
· Playing our full part in delivering the Leeds City Region strategic economic plan by making use of funding to deliver digital projects;
· Delivering on our Superfast West Yorkshire promise to deliver superfast connectivity and promote business growth;
· Providing the necessary digital support for the Troubled Families initiative, Better Care Fund and to tackle child poverty and domestic violence;
· Promoting financial inclusion by delivering on our Universal Credit obligations; 
· Revamping our internet, intranet and web-based services to address the digital inclusion agenda making them available to the widest audience and delivered through cloud technology where appropriate;
· Establishing Open data  protocols that will respect and protect private data and allow convenient access to all publishable data;
· Completing our  Smarter Working programme to transform our working spaces and technologies supporting agile working to ensure fit for purpose;
· Delivering on our public sector partnership initiatives with Leeds and other public sector bodies; 
· Successfully engaging in public/private partnership arrangements such as the Digital Eagles initiatives.
Digital and ICT Strategy 2015 -2020 
DELIVERY PLAN 

2015/16

	Reference
	Activity
	Completion date
	Lead officer

	 Access to Services 
	Develop on line transactional services including website review
Documented action plan 
	Ongoing (over future years also)
31st December 2015
	Customer Access Manager

	Access to Services 
	Customer relationship management – specification of requirements / ITT
	31st December 2015
	Customer Access Manager

	Access to Services 
	Content management system – review to inform future plans 
	31st March 2016
	Customer Access Manager

	Technology 
	WiFi connectivity programme – publicly accessible Council buildings
Documented action plan
	Ongoing (over future years also)

31st December 2015
	Corporate Lead ICT 

	Access to Services 
	Promoting customer self service

Documented action plan
	Ongoing (over future years also)

31st December 2015
	Customer Access Manager

	Access to Services 
	Process redesign

Documented (digital) work programme
	Ongoing (over future years also)

31st December 2015 
	Corporate Lead Business and Systems 

	Access to Services 
	Demand management

Documented (digital) work programme
	Ongoing (over future years also)

31st December 2015
	Corporate Lead Business and Systems

	Digital Inclusion 
	Digital Leadership / Competency framework / Training plan 
	31st March 2016
	Corporate Lead Workforce Development

	Digital Inclusion 
	Develop Assisted Digital programme to build citizen digital skills in using online channels (including working with voluntary and training bodies)
Documented action plan
	Ongoing (over future years also)
31st December 2015
	Customer Access Manager, Corporate Lead Workforce Development and Digital Innovation Programme Manager

	Digital Inclusion
	Widen access to internet for residents by undertaking market analysis / research to identify comparative approaches used by partners and other local authorities, including consideration of ‘bulk-buy’ options
	31st March 2016
	Corporate Lead ICT and Digital Innovation Programme Manager

	Digital Inclusion 
	Review use of Social Media to support customer engagement
	31st March 2016
	Corporate Communications

	Technology 
	Desktop transformation project
	31st March 2016
	Corporate Lead ICT 

	Digital Inclusion 
	Intranet review – to inform future plans
	31st March 2016
	Corporate Communications 

	Digital Inclusion 
	Develop appropriate Audio / Video facilities
	31st March 2016
	Corporate Projects 

	Partnerships / Shared Services 
	Open Data platform 
	31st March 2016
	Corporate Lead Business and Systems 

	Technology 
	Public Sector Network accreditation
	June 2015 and annually
	Corporate Lead ICT

	Economic Growth and Prosperity 
	Event management programme
	Ongoing (over future years also)
	Digital Innovation Programme Manager  

	Measuring success 
	Review and develop our performance indicators
	30th September 2015
	Regional Strategy and Policy Manager and Corporate Lead ICT with CLT

	Technology
	Establish data centre location
	30th April 2016
	Corporate Lead ICT

	Technology
	Resilience review to assess and update current business continuity arrangements
	31st October 2015
	Corporate Lead ICT and Emergency Planning Team


2016/17

	Reference
	Activity
	Completion date
	Lead officer

	Access to Services 
	Citizen Account
	 Initial Implementation April 2016  - rolling out additional services throughout 2016/17
	Customer Access Manager

	Technology 
	Provide network of internet enabled public access points (via PLaCE bid)
	31st March 2017
	Corporate Lead ICT 

	Partnerships / Shared Services
	Information Sharing  Strategy incorporating Qlikview pilot outcomes and regional Open Data plans
	31st March 2107
	Corporate Lead Business and Systems 

	Economic Growth and Prosperity 
	BDUK Superfast Broadband programme – 95% of Calderdale residents and businesses can access superfast broadband infrastructure
	2017
	Regional Strategy and Policy Manager 

	Technology 
	Infrastructure Strategy to inform ITT for Corporate WAN (and wider infrastructure options)
	April 2016
	Regional Strategy and Policy Manager and Corporate Lead ICT 

	Economic Growth and Prosperity 
	Regional business support on data visualisation 
	31st March 2017 
	Regional Strategy and Policy Manager


2017/18

	Reference
	Activity
	Completion date
	Lead officer

	Access to Services 
	Customer Relationship Management – new system
	May 2017
	Customer Access Manager


2018/19

	Reference
	Activity
	Completion date
	Lead officer

	Technology 
	Determine productivity software (Office) and server licensing model  
	December 2018
	Corporate Lead ICT


2019/2020

� � HYPERLINK "https://www.gov.uk/government/publications/government-digital-strategy-annual-report-2014/government-digital-strategy-annual-report-2014" �https://www.gov.uk/government/publications/government-digital-strategy-annual-report-2014/government-digital-strategy-annual-report-2014�


�  � HYPERLINK "http://connect/support-services/performance/General%20Documents/Cabinet%20Priorities%20Plan/2014-15%20Council%20Priorities%20and%20Work%20Plan.doc" ��http://connect/support-services/performance/General Documents/Cabinet Priorities Plan/2014-15 Council Priorities and Work Plan.doc�


� � HYPERLINK "http://connect/support-me/staff-hub/PublishingImages/Values%20Wheel%20-%20New.bmp" ��http://connect/support-me/staff-hub/PublishingImages/Values%20Wheel%20-%20New.bmp�


� Big Data is vast amounts of information that when analysed could reveal hitherto unexpected causal links between things, which could then be used to shape service provision


� � HYPERLINK "https://www.gov.uk/european-structural-investment-funds" ��https://www.gov.uk/european-structural-investment-funds�


� The DCLG Local Digital Programme aims to identify products like application programming interfaces (APIs), common calculators and common technology standards that could be developed collaboratively to save the public sector money and greatly improve service to citizens





� Acknowledgement: Cover graphic “Digital and ICT Strategic Harmonisation” courtesy of Steve Halliday, CIO and Head of ICT, Solihull Metropolitan Borough Council 
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