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Introduction
ICT touches everything that we do – the way we communicate with people,
the way we deliver services to customers, the way we handle and store data
and the way we interact with our partners.
Our aim at Cheshire West and Chester Council
is to use Information and Communication
Technology (ICT) to support the council’s five main
areas of work: Growth, Prevention, Localities,
Commissioning and Culture, improving services
while saving money and providing these in a more
innovative and accessible way.
ICT has already had a real impact on the
effectiveness, efficiency and accessibility of
services. As we look to the future, it is clear
that the further development of ICT and Digital
Services will support the provision of
better services, focussing on customers’ needs
while delivering improved value for money.

Cheshire West and Chester Council’s ICT
Strategy sets out how new technology will
be used to:
•

support the council’s vision and work more
closely with partners within the West
Cheshire family, and achieve better
outcomes while removing duplication and
generating efficiencies

with particular emphasis on:
•

improving the customer experience

•

saving the public sector money

•

enabling staff to work flexibly, efficiently
and effectively

•

protecting and managing information in
compliance with best practice and

•

promoting a culture of transparency,
collaboration and innovation.
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Our ambition is to be the best Council in the country. ICT will play a crucial role
in helping us to achieve that goal by enabling us to stay ahead of the game and in
finding new ways to deliver outstanding services for less.

Trends
Over the next 10 years the following technologies are
likely to have a major impact on public services:
•

Cloud computing – applications and data are hosted
remotely, accessible anywhere, and charged on a “pay
per use” model rather than investing in ownership of
high specification equipment that cannot easily flex to
meet changing demand.

•

Mobile technology (smartphones, tablets, notebooks,
Wi-Fi and 4G) – enabling access to information and
services on any device for councillors, managers,
staff and service users, achieving freedom from
the traditional workplace setting.

•

Social business tools – promoting collaboration
without the need to travel, and enhancing the
delivery of real-time information, providing new
platforms for gauging the expectations and responses
of local communities.

•

Predictive Analytics and ‘Big Data’ –analysis of
real-time information to support rapid response to
changing situations, and comparing large sets of data
(national, local and historical) to identify trends and
patterns that influence decision making, service design
and resource allocation.
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The council’s vision – the West Cheshire
family of public services
The cornerstone of the council’s vision for the future is a new family of public sector
services that work seamlessly together to deliver joined-up services. Increasingly we are
bringing employees from different organisations together, either co-located in the same
buildings or with access to the same information and records. The result is reduced
duplication, enabling the council and partners to deliver improved services for less money.
Technology plays an important enabling role
in developing our ‘can-do’ culture and in bringing
teams from West Cheshire’s family of public
services together. In some cases, this will
mean providing the technology to support the
co-location of teams and in others it will focus
on supporting services to share data or use
common systems.
The Integrated Early Support system is a very
systematic approach to spotting risks, joining up
delivery and ensuring that the voice and choices
of service users are central. This will build upon
and strongly reinforce the use of the existing
‘Team Around the Family’ assessment, planning
and case coordination, the roll out of which was a
key achievement in the first year of delivering our
Early Support Strategy.

The new model goes further by bringing
multi-agency teams together in a very real and
co-located way. By dealing with some of
the information sharing and systems barriers that
can get in the way of joined up working, we can
help and support vulnerable people.

Looking to the future: By working collaboratively with partners in the Health Economy, combined or
compatible solutions are being planned to enable different professional groups (Social Workers, Health
Visitors, District Nurses, GPs) to access their own and shared systems from multiple locations via a single
device over secure Wi-Fi or fixed internet links.
The technology solutions that are implemented to facilitate this will be key to the successful delivery
of these services and the associated efficiencies. Shared data is also a critical aspect of collaborative
working. Increased sharing between the council and its partners will improve both the design and the
delivery of services and achieve a more effective deployment of resources.

Improving our customers’ experience
Customer First is one of the founding values upon which
Cheshire West and Chester Council is built. Improvements
to technology and investment in business systems has
made it easier for our customers to access services and
has contributed significantly to improving the efficiency
and effectiveness of those services.
For example:

Increased online transactions
From objecting to a planning application, renewing a
library book or paying a parking fine, to reporting a pothole,
paying your council tax or applying for a school place,
our customers can now do more online than ever before.
At the click of a mouse they can access the services that
they require and ‘self-serve’, speeding up processes and
saving the council money.
We have successfully linked business systems and databases
to create this functionality that customers have now come
to expect.

Customer video kiosks
Our iConnect kiosks won recognition in the Call North
West Contact Centre Awards in 2013.
The video kiosks allow customers to speak via a video link
with council advisors giving visitors to rural libraries and
The Forum offices in Chester easier access to council
services and providing a realistic alternative to travelling
across the borough.
Customers using the iConnect kiosks can see a contact
centre advisor on screen and speak to them via a telephone
handset about the service they require. They can fill out
forms, exchange documents and complete applications for
services using touch screen technology.
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Smyle app

Use of social media in Highways

The Support My Local Environment (Smyle) app allows
people to report problems such as graffiti, fly-tipping,
litter and dog fouling.

The Highways Service is using Facebook and Twitter to
identify emerging issues on the roads with greater speed.

Users can take a photo of a problem (giving its exact
location) and a report will be sent to the council. They
are then kept informed of progress via text or email
message and the Smyle for Cheshire West website:
smyleforcheshirewest.org
All reports that are posted are available for everyone
to see and users can also see issues reported by the
council. As well as being a reporting tool, the app allows
the council, partners and users to share information.

By monitoring comments on social media they are able to
pick up on traffic jams or incidents almost as soon as they
occur. Similarly they have used these channels to provide
people with information about gritting services and routes.
Looking to the future: The ways in which technology can
improve the customer experience are far reaching.
Technology enables services to be delivered in a cost
effective and convenient way for our customers and also
supports the government agenda to make all services
digitally enabled.
The Customer Portal (My West Cheshire) allows people
to register with, and access, personalized services from
a single point of entry. This will continue to be developed
and populated with new services and made available
to mobile devices as well as traditional PCs. We also intend
to reduce the overlap between partners by extending the
Portal to cover non-council services.
In addition, Libraries are undergoing a major
transformation programme which will deliver improved
services across all libraries. These services include eBooks,
wi-fi provision, increased self-service and public PCs and
tablet devices to enable our customers to access services
online, promoting digital inclusion for all.

Saving the council money
Changing the way we work through smart use of
technology can contribute significantly to reducing
operational costs by delivering services more
efficiently, saving staff time and reducing travel costs.

The process for printing and posting the permits was
time consuming, costly and unsatisfactory to customers
who faced long waits to receive their permits.

Paperless meetings
The Special Educational Needs Monitoring and Support
Team manage over 2,500 case files of children with special
needs. Every month 60 case files are reviewed by a panel
made up of head teachers, doctors, speech and language
therapists and special educational needs co-ordinators.
Traditionally hours have been spent copying these files
for panel members and posting them out. Following a
panel meeting all of the printed documents would be
treated as confidential waste and destroyed.
The introduction of tablet devices now means that the
professionals concerned can work in a paperless way,
viewing and assessing case files instantly and securely.
This is producing significant savings in terms of
time, postage, stationery supplies and confidential
waste removal.

Electronic household waste centre
permit
Mobile technology is now used to scan permits carried
by motorists driving vans or trailers who use the
Household Waste Centres.
The scanner links to the LAGAN Customer Records
Management system, confirming how many times the
customer has used the permit, their vehicle details and
the types of waste they are allowed to dispose of.
Previously waste permits were issued either online or
via the phone. These were posted to customers who
had to produce them on each visit.

Looking to the future: By supporting the Council’s reform
of public service delivery and digital strategy, ICT will
operate a continuous review and challenge programme
of IT systems and the business processes they enable. ICT
will also ensure processes and systems are optimised to
reduce or remove duplication and embrace sharing with
partners across the Cheshire family and the wider public
sector.
Where possible the Council will use open standards and
innovative best practice from across industry and the
wider public sector. The Council will make the most
appropriate investments to ensure our services are
sustainable, capable of meeting the anticipated increases
in demand and provide value for money for our customers.

Enabling staff to work more
efficiently and effectively
Being the best means responding rapidly to change.
The role of ICT in supporting this change is to introduce
new ways of working and the tools to support staff.
We already have well-used facilities such as Click into
Cheshire, which allows staff to log on from remote
locations to check emails and access documents,
as well as Wi-Fi in a number of our office buildings.
Coupled with this is Microsoft Lync, a flexible unified
communication system, which allows full collaboration
between people enabling instant messaging, video and
audio calls, and the sharing of documents and desktops.
This reduces the need for staff to travel and attend
meetings, cutting down significantly on travel time
and costs it reduces the fixed line and mobile telephony
call costs.

We will be profiling our workforce to assess whether
staff are:

Personal Workset is a programme intended initially to
ensure the council has supported desktop systems based
on Windows 7 and MS Office 2010.

• Office based in a particular location perhaps due to
specialist equipment or the nature of the service that
they deliver.
• Flexible meaning they can work from any location
and have the ability to operate from a partner office
or home.
• Mobile accessing business systems where most of their
work involves being out in the field, away from
corporate offices (such as social workers or planners).
• Home workers requiring access to business systems
and occasional use of corporate facilities but whose
main working location is their home.

However, the long-term vision is to provide staff with
the toolkit they need to do their job, whether that is a
smartphone, tablet or PC, and to be able to work from
any location, whether that is in the field, home or in a
partner’s offices.

Flexible and field-based staff will be equipped with
portable technology that can easily connect to the
council’s networks. Where it is safe, cost effective and
staff are willing, they will be able to use their own
personal device.

The use of desk occupancy systems linked to collaboration
software such as Microsoft Lync and support for paperless
meetings, will reduce both the dependency on individual
buildings and the overall number of desk spaces required
across the council’s workplaces.

A key enabler to achieving greater flexibility in the way
the council works is the development of personalised
'virtual' desktops. This will enable employees to access
their desktops from any location on any device, saving on
travel costs and staff time.

Similarly in our meeting rooms we have facilities for
conference calls and smart screens, which reduce the
need for printed documents and for travel.
Looking to the future:
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Protecting and managing sensitive information
The council and its partners gather and hold data in many systems and formats. The Information
Management Strategy to date has concentrated on security and compliance. For example,
the introduction of a new electronic social care record system (Liquidlogic) ensured sensitive
information could be better managed and protected.
This system provides more efficient ways of working for staff and ensures continuation of a
customer-focussed, responsive approach for the provision of care to all service users.
Looking to the future: As the council begins to work
seamlessly with public sector partners, the need
to merge data from different sources in a secure
way will grow.
To facilitate this we will be making sure we understand
the information we hold across the council, are using
it appropriately and improve our processes to enable
the effective sharing of information with partners.
Through the development of data warehousing
techniques, ICT will enable faster and simpler access
to information. A corporate approach to document
management and business intelligence will be
developed and implemented.
Integral to this will be the introduction of
effective document security marking to ensure
secure information is readily identified and its
distribution controlled.

A key project that is underway and will develop over
several years is a shared Electronic Health and Social
Care Record. Drawing on best practice, we will work
with health colleagues to ensure a consent-driven
approach to sharing information.
The roll out of the Cheshire & Mersey Public Services
Network linked to new encryption tools adds further
confidence that when we share information it goes to
the right person and cannot be intercepted maliciously.

seamless
communication

security and
compliance

networking

Connected: Supporting and enabling the council’s vision through technology

Improving the business culture
Changing the culture and the environment continue to be
critical elements of releasing the innovation and energy
within Cheshire West and Chester Council. The goal for ICT is
to create a culture of information awareness, compliance
and responsibility.
There has already been significant investment in systems for
Social Care, Revenues & Benefits, Customer Services,
Planning and Regulatory Services. These systems create a
business-focused approach to services. They drive forward
improvement and provide a platform for change in working
practices and culture.

Looking to the future: Moving forward, the business culture
we will create in relation to ICT projects will be one of being
risk-aware, rather than risk-averse.
Project management will be subject to appropriate
governance, with the business and IT client team taking
active roles to ensure resource allocation, milestones,
deliverables and outcomes are rigorously enforced through
delivery.
The process for commissioning and procuring ICT will be
designed to achieve the maximum return for the council’s
investment.

There is an ongoing programme to support employees in
their use of technology, for example training sessions,
guidance, ICT clinics and coaching to encourage people to
fully use the software, hardware and facilities available.

For staff the focus will be on education and training to
ensure they can take advantage of the systems provided
and ensure they understand their responsibilities for
information compliance.

We have also been successful in changing attitudes to
technology and information through an internal education
and awareness campaign called WorkSmart.

Infrastructure

The campaign has tackled issues such as how to keep
information secure, how to transfer physical or digital
records securely, data protection, fraud awareness and
email etiquette.
Tips and messages are conveyed to staff through the
use of educational material, workshops, presentations,
leaflets, coasters, mouse mats, regular ‘hot topics’ emails
and quizzes.

Infrastructure is the underlying fabric that supports the
technology used by the council. It includes data centres,
servers and storage, networks and communications.
There are two major developments that will change our
infrastructure considerably and support our vision of flexible
and mobile employees who operate within the West
Cheshire family of public services – the Cheshire Public
Services Network and Cloud technologies.

Cheshire Public Services Network
The Public Services Network (PSN) allows us to share
infrastructure with public sector partners making our
network more flexible and responsive to change by
enforcing a critical set of standards.

Moving forward we will continue to make use of these
technologies where appropriate to drive more efficient and
agile business practice.

Governance

The PSN removes reliance on council-owned buildings as
core sites for networks allowing property rationalisation that
is not constrained by historical technology decisions.

The ICT Shared Service, with Cheshire East, remains a
successful and innovative arrangement.

PSN will result in ongoing savings for the council and
many of its schools. For the future, one of the biggest
benefits is the trusted nature of PSN which will assist in the
delivery of services across partners, including Health, Police,
Fire & Rescue, etc.

The ICT Shared Service looks after ICT equipment and
software, fault reporting and support, network and
infrastructure, maintenance of key business systems such as
those supporting Social Care, back office business processes,
Planning and Highways, Lync and Office, as well as project
support and advice.

Virtualisation and the Cloud
Targeted commissioning will encourage our supply
partners to offer infrastructure that takes advantage of
the latest technologies such as Virtualisation and the Cloud.
Virtualisation makes better use of processing power by
using one or two big servers instead of lots of individual
servers. This makes our data centres more efficient,
ensures we use hardware more effectively and minimises
our carbon footprint.
The Cloud can be used when it is more effective to buy
the use of a system on an external server. Where value for
money and the protection of data security can be assured,
this can be an efficient way to deliver some services.

This approach retains the benefits of scale over a range of
frontline specialist operations, saving money and
maximising the benefits of buying systems once and using
them many times over.
Delivering these functions as a shared service is in line with
best industry practice and the Government’s strategy for
enhanced efficiency within the public sector.
The Business Technology Solutions Service acts as a client for
ICT Services. Its role is to improve the council’s ICT strategy
and manage the ICT budget basing decisions on the needs of
the council and to deliver an improved service. This service
commissions the work programme, agrees and monitors the
service level agreement and procures systems and solutions
in partnership with the Shared Service.
This well-established arrangement ensures a robust
approach to our investment in technology, ensuring
resources are used to best effect and contribute to the
council’s overall vision.
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