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"Meeting the targets for e-government”



Name of Authority: Harrogate Borough Council
IEG Contact Name: Steve Metcalfe
Email: stephen.metcalfe@harrogate.gov.uk

Telephone No: (01423) 556156

Local Context

Harrogate Borough Council is committed to using new technology to deliver improved access to
improved services in ways which are meaningful to its customers.

The Council has identified a 10 year vision, the goal of which is:

*To make the Harrogate District a better place to live, work and visit by:

Preserving its heritage

Enhancing its unique environment

Delivering first-class public services

.
®
=
¢ Ensuring that everyone can share in its success”
To support the delivery of this vision, the Council has also adopted five corporate principles which will
underpin everything we do, namely:
e Value for Money — delivering value-for-money cost —effective services
e Sustainability — preserving and enhancing our environment, communities and services for
both this and future generations
e Fairness & Equality — promoting equality of opportunity for all and ensuring transparent
decision-making
s Effective Partnership and Joint Working — working with other stakeholders to achieve
shared goals and involving them in our decision-making processes
e Accessibility — providing people with the effective means to access our services or contact
us.

Following its exit from the North Yorkshire ICT Partnership in November 2003, the Council has had to
work hard to make up lost ground as approximately 18 months was lost on abortive work in
developing the Partnership.

The Council has developed an Access to Services Strategy which envisages a mixture of migration of
service delivery to electronic channels, the use of technology to support and enhance the traditional
face-to-face and telephone contacts and the development of a network of area offices to improve
accessibility in the more rural parts of the District. This approach is supported by the results of
customer research carried out during the development of the strategy.

The District enjoys a relatively high proportion of internet access and therefore the Council's
approach has been to concentrate initially on the development of its website before tackling the
issues surrounding a front/back office split, & CRM etc. In addition, a number of essential systems
have required development or replacement and considerable efforts have been put into developing
the Council's LLPG and replacing its GIS system.

The Council has completed the implementation of a Content Management System to support its new
website and also an e-payments solution, providing facilities to pay bills via credit card online, face to
face and by telephone. It has also completed the purchase of a CRM and corporate workflow
solution, in partnership with Craven District Council, and is currently in the process of implementing
this system and creating a dedicated Customer Service Unit.




The Council's policy in terms of IT procurement is to procure systems which are proven in the local
government arena and which do not require significant in-house development or customisation. As a
result, the Council does not have a significant resource for providing technical system development.
This creates some difficulties in an area where many of the technologies and approaches are still
relatively unproven and “under development” for local government. An example of this is
authentication, which is an essential pre-requisite for carrying out many online transactions. The
Council has made a commitment to Government Connect and views this initiative as the most likely
solution for sustainable authentication and secure messaging systems. With this in mind, the Council
is investigating the possibility of engaging with Government Connect as part of a wide-ranging
partnership of Councils including all the North Yorkshire authorities, East Riding of Yorkshire, Hull City
Council and the Lincolnshire Districts.

The Council's website has undergone major improvements since the implementation of a content
management system early in 2004 and has received very positive feedback from visitors to the site.
The website is also beginning to result in some demonstrable efficiency savings, for example, the
introduction of a web-based commercial property search facility has led to an annual efficiency saving
in the economic development unit of almost £7,000 per annum. It is also estimated that the value of
documents downloaded from the website in2005/6 will be £220,000 compared to the cost of using
traditional print methods.

The development of the Customer Services Unit and the implementation of CRM, and particularly the
corporate workflow system, will be major drivers in reviewing and improving a range of business
processes throughout the Council. This process will be further developed and enhanced in future
years and will be a major support for the continuing development of a culture of continuous
improvement at Harrogate Borough Council. It is anticipated that this will have a major effect on the
Council's quality of service delivery, which, despite already being judged to be of a high quality, will be
further improved in the future.

In addition to the development of CRM & Workflow, information and document management will be
major themes in 2006/7 as the Council procures and implements a corporate electronic document
management system which will provide a further opportunity o enhance and improve the Council's
business processes and efficiency.

To date, the Council has concentrated on putting in place the building blocks for e-government and,
despite the problems associated with the NYICTP as outlined earlier, will achieve the majority of the
priority outcomes and targets set by the government. With this in place, we are now in a position to
deal with local issues such as:

s Improving access to services in rural areas by e-enabling local community offices through
links with the Council's website. We are also discussing with North Yorkshire County Council,
the possibility of working jointly to provide access to services through the local libraries and
potentially, in remote rural areas, through the mobile library service.

« Developing the use of homewaorking and mobile working to improve efficiency and also
address issues of social exclusion by allowing staff to deal with potentially excluded
customers in their own environment.

The Council is determined that the investment made so far in its e-government initiatives will result in
a more efficient, customer-focussed organisation, which reaches all sections of the community and
provides an excellent quality of service to all.

This IEG4.5 Return was approved by Cabinet on Wednesday 14th December 2005,




Section 1 - Priority Outcomes (self-assessment)
Satisfactory progress towards delivery of the listed priority outcomes listed below is
required within the remit for achieving e-government by 2005

Outcome And Transformation Area Description Current Status Anticipated status | Anticlpated status
at 31272005 at 31/03/2006

R1 Parents/guardians to apply online for school places 2 Green. : : Green Green

for children for the 2007 school year. The admissions 05M2/2005 05/12/2005 06122005

process staris about a year before the beginning of the
school year, e.g. September 2006 for 2007 entry.

Comment: Deep linkages to appropriate pages within North Yorkshire
County Council website achievad.

R2 Online access to information about educational
support services that seek to raise the educational
attainment of Looked After Childran.

Grean-

: Eirﬂnn
05/12/2005

Green
05/12/2005

~ 05/12/2005

Comment: Desp Ilnk.agalm appropriate pages within Morth Yorkshire
County Council website achieved,

G1 Development of an Admissions Portal and / or
e-enabled telephone contact centre o assist parents,
carers and children in their chaice of, and application to
local schools

Grocit I ~ Green
usnms w&m 051272005

Comment: Deep linkages to appropriate pages within Nerth Yorkshire
County Council website achievad.

If alrzady 'green’ on R1, R2 & G1 above pleasa comment
on

E£1 Agreed baseline and targets for take-up of online
schoals admissions service and educational lﬁainlmmt
of Looked After Children. i

Otherwise you may lsave this row blank.

Comment: As a District Council, Harmogate BC is unable to engage with
this farget,

R3 One stop direct online access and deep linking o
joined up A-Z information on all local authority services
via website or shared telephone contact cantre using the
recognised taxonomy of the Local Government Category
List {see www.|aws-project org.uk).

Amber Grean Graen
011072004 3111272005 311272005

Comment: New content managemesn basad website now Fve and based
on LGCL. Harrogate has led the establishment of a County-wide warking
group to developo and implemant desp linkages betwean the Maorth Yorkshire
Disfricis and the County Council. Harmogate BC has procured a
CRMMorkflow solution, in parinership with Craven DC, and is implamenting
a project fo create a new Customer Senvice Unit which will incorporaie a new
customer contact centre.

R4 Local authority and youth justice agencies to
co-ordinate the secure online sanding, sharing of and
access to information in support of crime reduction
initiatives in partnership with the local community.

Amber Amber Amber
30005/2005 30/09/2005 30/09/2005

Comment: The sharing of information in support of crime reduction
Initiatives iz currently being promoted by the Morth Yorkshire Multi-agency
problem-sohving (MAFS) group. The Councll intends to use Govemment
Connect o deliver secure information sharing. The Council is curmently
investigating the possibilities of working in parinership with other Councils in
the Morth Yorkshire/East Riding/Lincoinshire area io implement Government
Connect.

G2 Empowering and suppaorting local organisations,
community groups and clubs to create and maintain their
own information online, including the promotion of job
vacancies and events.

Amber Amber Amber
31/03r2005 31032005 31/03/2005

Comment: Cormmunity Groups and ather local organisalions can maintain
events information via the Coundl's websile. The Coundi is also supporting a
local voluntary transport provider to provide information on their senvices on
the Council's website, together with & car sharing regisiration schems, In
addition, the Council has provided links from its webaite to the County
Council "IFFY™ {Information For Families & Youth) community information
SBMVICE.




QOutcome And Transformation Area Description

Current Status Anticipated status

at 311212005

Anticipated status
at 31/03/2006

If already ‘green’ on R3, R4 & G2 above please ==
nn =

E2 Agreed baseline and targets for customer safisfaction
and efficiency savings between the supplying
arganisations an shared ﬂnmmﬂtf Infﬂm; ation
initiatives.

Otherwise you may lu'sa'vq_mh row.-nﬁn'uaf ;

Comment:

RS Public access to online reports, minutes and agendas
from past council meetings, including future meatings
diary updated daily.

Green Green Grean
01/07/2005 01/07/2005 01/07/2005

Comment: Access to minutes, agendas and meetings diary now all
avalable via the websia.

RE& Providing every Councillor with the option to have an
easy-to-manage set of public web pages (for community
leadership purposes) that is either maintained for them,
or that they can maintain themselves.

Amber :
o1/o4/2005 | 31H220 31/12/2005

Graen

Comment: The Council has established a project with a number of
Members to deliver this and expects all Members wha wish 1o have a
webpage to be able to do s0 by the end of December 2005,

G3 Citizen participation and rezponse to forthcoming
consultations and decisions on matters of public interast
{e-consultation), including facility for citizens to sign up
for email andfor SMS text alerts on nominated topics.

Amber Amber Grean
0111072004 0111052004 311032006

Comment: The Council does provide some online consultation faciliies
(e.g. for planning isswes). The Council has also procured a web-anabled
survey product which is available for general usage. Tha facility for alerts will
be pfwdld as an upgrade to the CMS by 315t March 2008,

G4 Establishment of multimedia rezources on local policy
prioriies accessible via public website (&.g. video &
audio files).

e S i

Comment: This s not viewed as a priority for the Council to develop
generally, We have investigated and identified a preferred solution [Web\VL),
but its wse is Fkely to be resiricied to the Conference & Tourism senvices.

If aiready 'green’ on RS, RS, Ga&&m#m
commant on

E3 Agreed baseline and targets for e-participation .'
activities, including targets fne- citizen: saljs‘hnﬂun :

Otherwise you may leave mrs oW hlank. :

Comment:

R7 Online public reporting/applications, pmt.ummarlt am:l
tracking of environmental services, includes wasie
manageamant and street scene (8.g. abandoned cars,
graffiti remowal, bulky wasie removal, recycling).

Amber Amber Amber
311032005 31/03/2005 31/03/2005

Comment: Harmogate BC has procured a CRM\Workflow solution, in
partnership with Craven DC. Environmential senices will form the first phase
of the: implementation at Harmogate which is expected to be in place by 31st
Mary 2006,

RE Online receipt and procassing of planning and
building control applications.

Green Green Green
] Iﬂ.l'!tlﬂﬁ 01/11/2005 “01/11/2005

Comment: Planning appications can be accepted online via the planning
portal. Information of current & past applications can also be viewed online
and objections/comments can be submitied online.

G5 Public access to corporate Geographic Information
Systems (GIS) for map-based data presentation of
property-related information.

Amber Amber Green
01/0472004 01/04/2004 31032006

Comment: The Cowncil has replaced its corproate GIS and & range of G153
data is now available via the infranset. Facilites for access 1o GIS data via the

website are curmantly baing implamentad.




Cutcome And Transformation Area Description Current Status Anticipated status | Anticipated status
at 311212005 at 31/03/2006

G& Sharing of Trading Standards data betweencouncils | Gmen |  Green Green

for business planning and enforcement purposes. 051212005 IJS.HMHIJE 051272005

Comment: Deep linkages to approgriate pages within Norh Yorkshire
Courty Council website achieved. Ales links provided from a dedicated
Trading Standards webpage on the Council's website to Consumer Direct
and the Trading Standards Instiute,

G7 Use of technology to integrate planning, regulation
and licensing functions (including Enterdainment

Amber
01/07/2005

Amber
01/07/2005

— Green
— 311032006

Licansing and Liquor Licenzing) In order to improve
policy and decision-making processes around the
prevention of anti-social behaviour.

Comment: The Council sees the integrated use of GIS and the LLPG as
being central to the achievermnent of this sulcome. The Councll has replaced
its GIS and GIS data is avallable via the carproate intranat, Planning and
licancing data will be linked to the LLPG and made available via the G315,

If already 'green’ on R7. RE, 35, GE & G‘? ahul.rnpiaasa =
comment on

Otherwise you may leave !hla mwaank. =

Comment:

R Appropriate online e-procurement solutions in place,
including as & minimum paperless ondering, Invaicing

Amber
01/07r2005

Amber
01/07/2005

Amber
01/07/2005

and payment.

Comment: The Council i& pursuing a number of e-procurement initiatives,
however, the main drive for a corporate e-procuremen solufion will arise
fallowing the replacement of the Councifs finaneial mangement system,
which ig due to be completed by 15t April 2006, Inikatives which the Council
I currertly invahied in are: - A paperess ordering, imvoicing and payment
syslem wilh a [ocal stationery and fumniture provides, - Lisison with the
Regional Centre of Excallance in Leeds on the develapment of a regional
elecironic supplier management system. - The develaprment of a paperiess

Invelcing system.
G8 Establishment of a single business account (i.e. a Amber Amber Amber
cross-deparimental 'account’ run by the local autharity 01/04/2005 01/04/2005 0170412005

whereby businesses are allocated a unique identifier that
can be stored and managed via a corporate CRM
account facility supporiing face-to-face, webslite and
contact centre transactions).

Comment: Harrogate BC has procured 8 CRMWorkflow solution, in
parnership with Craven DC. It is anticipsted that this will be in place by
31/05/2006, Morth Yorkshire County Counc s alsa investigating the axtent 1o
which a County-wide single business account could be established. We are
also considening how this outcome relates to Government Connect fram
authentication and data sharing perspectives,

G9 Regional co-operation on e-procurement batween
local councils.

..... Green
- 300812005

—Green—
— 30972005

Comment: Hamogste BC is working closely with the Regional Centre of
Excellence in Leeds and also with the Morth Yorkshine District Councils
Procurement Group to develop 8 commen approach fo procuremant and

e-procurement, The Council is also developing a procurement strategy which
will include a business case for e-procurement, This strategy will also need 1o
be aligned with decisians arising from the work with our partners,

If already ‘green’ on RY, 38 & GE! ahmrs plaasq r;nmmant
an

Comment:

E6 Inclusion of Small and Medlum Enhrprhans {SME&] Jn
e-procurement programme, in ulﬁerto promote the: :
advaniages of e-procurement to local suppliars and

ratain economic development tcanaﬂia mmm luml

community;

Comment:




Outcome And Transformation Area Description Current Status Anticipated status | Anticipated status
at 111272005 at 31032006

E7 Agreed targets (please spacify} for efficiency savings | Comment:

by Decambar 2005, including the % of undisputed

|mru|uea paid in 30 da].rs (BVFIL8). B

Otharwise you may lsave these rows blank. :

R10 Online facilities to be available to allow payments to Green “Green Green

the council in ways that engender public trust and 31703/2005 “31/03/2005- 21/032005

confidence in local government electronic payment
solutions (e.g. emall receipting/proof of payment, supply

Comment: a-Paymente eyslem in place, allowing payments te be mads

of automatic ransaction ID numbers). alectronically via website, {elephone, sutomated tefephane and face-to-face.
R11 Delivery of 'added value' around online payment Amber Amber Amber
facilities, including ability to chack Council Tax and 01/08/2004 01/08/2004 01/0872004

Business Rate balances online or via touch tone
telephone dialling.

Comment: The e-payments system which has been implemented will allow
batances to be made available anline, Actual delivery of this facility, however,
will have 1o wait until an authentication sclution has been implemanted. The
Council has registered with Govemment Connect and anticipates that this
will eventually provide the best suthentication solution. Discussions are
currently taking place with Councils in Merth Yarkshire, East Riding of
Yorkehire & Lincolnshire with 8 view to forming a partnership to bacome sarly
adopters of Govemment Connect.

G10 Demaonstration of efficdency savings and improved Ambear Amber - Green

collection rates from implementation of e-payments. 01/08/2004 01/08/2004 31/0372006
Comment:

G11 Registration for Council Tax and Business Rates Amber

e-billing for Direct Debit payers. 310032006

Cummnnt Wil raqulra delivery of an authentication solution, The Cewncil
has registered with Government Connect and anticipates that this will
eventually provide the best authentication solution, Discussions ane currently
taking place with Councils in Morth Yorkshire, East Riding of Yorkshire &
Lincalnshire with & view to forming & parinership o become early adopters of
Governmen Connect Because we have a high level of direct debit payments
already, the business case for implementing this facility is unclear at present
and will reguire further investigation.

If already 'green’ on R10,RAT, E‘-il:l & G111 ahm plaasn
commeant on

E8 FProvizion of faciliies for mahmu credit or dabit card
paymeants via SMS fext mﬂssa:ga for pm'khg fines
{mobile phone).

Comment:

E9 Adoption of smart cards as standard forstumd z
paymenits (2.0. replacing swipe cards).

Comment:

E10 Agreed baseline and targets furredudmns Jn Lt
costs of payment fransactions.

Otherwise you may leave thess mw-s__plgni_c.

Comment:

R12 Online renewal and reservations of library books
and catalogue search facilities.

Green ~ Green Green
0511212005 0511212005 0511212005

R13 Online booking of sports and leisure facilities,
including both direct and confracted-out operations.

Comment: Deep linkages o appropriate pages within Marth Yerkshire
County Councll website achieved

Amber Amber
I M2/2005 31122005

Comment: Crline Theatrs bookings under developmant and will be
available by 30/08/06. The Council is working with the suppler of #s Leisure
Booking System fo develop an enline baoking option. & budpet has been

identified and work Is expected to begin early in the new year




Cutcome And Transformation Area Description

Current Status

G12 Integrated ICT infrastructure and support to ensure
the consistent delivery of services across all access
channels (e.g. web, telephone, face to face) based on
e-anabled back offices and smart card interfaces for
council library, sports and leisure servicas.

Anticipated status
at 3122005

Anticipated status
at 31/03/2006

Grean:
310372006

Comment: We remain unconvinced of the benefis & efficiencies to be
gained from Smaricards. The completion date is a reflection of the further
advice which states that an intenim solution and a lnng-twm Strategy ane

acceptable.
Ifalready 'green’ on R1Z. R13. & 312 above ptaasa | Comment:
comment on ;
E11 Agreed baseline and targats for take-up of ibrary,
sports & |eisure services onfing, incheding 1argfm' for=-
customer satisfaction and afﬂnhnw swi"iﬁs
(}mﬁmtmyoumaylammﬁmwhlank. ST
R14 Online facilities to be available to allow the public to Green: Green Green
inspect local public transport timetables and information 31/0a/2004 - 31/03r2004 3110312004
via available providing erganisation, including links to T
'live’ systems for interactive journay planning, Comment: Available via the website.
R15 Online public e-consultation facilities for new Amber - Green-—  Green
proposals on traffic management (e.g. confrolled parking 0170472004 31242005 I 212005
zones (CPZs), traffic calming schemes), including
publication of consultation survey results Communt
G13 E-forms for parking "contravention mitigation” (Le. Green— Graan Green
appeal against the issue of a penalty charge notice), 31032005 31/03r2005 3032005

including email natification of form receipt and appeal
procedures.

Comment: Appeals may be submitted by e-form from the wabsite, An
automatic recaipt is fransmitled back fo the sender including a link to fhe
puga on the website which provides information on the Empau procedunes,

G14 GlS-based presentation of information on roadworks
in the local area, including contact details and updated
daily.

Gman :
ama.rzuuﬁ

Green
3140312005

Comment: Achieved va links 1o the Nerh Yarkshire County Councl

wabsite.

If already ‘green on R14, R15. G13 & G14 above iil'lﬁi!a
comment on

E12 Agreed-baseline and targma ﬁ:-r wmﬁw:
satisfaction and efficiancy a-a'u'lngs :

Comment:

R16 E-enabled “one sl.up resolution of Housing &
Council Tax Benefit enquiries via telephone, contact
centres, or via one stop shops using workflow tools and
CRM software to provide information at all appropriate
locations and enable elecironic working from front to
back office.

Amber
30/08/2005

Amber
IN02r2005

Amber
30/08r2005

Comment: Hamrogate BC has procured a CRMWerkflow sclution in
partnership with Craven DC, Revenues & Benefits senicas will nat be in the
first phase of development, but it is anticipated that they will be Included
within the CRM/Workdlow system early in 2006/7.

R1T Online facilities to be available to allow citizens or
their agents to check their eligibility for and calculate their
entittement to Housing & Council Tax Benefit and to
downlead and print relevant claim forms.

Amber
30/0872005

- 31/12/2005

Green
J12:2005

Commaent: The Councl i$ currently reviewing the svailable commencial
online benefits calculators and will implement its chosen sclution before 31at
December 2005, Harrogaie BC is a member of a consartium of Councils in
Morth Yorkshire whe are looking to develop an online salution for eligibility
checking. The consortium has successfully applied for DWP funding 1o
develop this. However, the Council is reviewing this approach to online
application ferm development, following the purchase of the Norhgate CRM
which appears to indude an e-form bullder which would allow us to dewelop
aur own forms. In addition, previous objections fo praviding downloadables
forms have been addressed by recent new regulations which allow far
simpler, mone targetad forms to be campleted.




Qutcome And Transformation Area Description Current Status Anticipated status | Anticipated status
at 31122005 at 31/03/2006

G15 Mobile office service using technology to offer Graan Green Green

processing of Council Tax and Housing Benefit claims 12M 272005 12212005 12212005

directly from citizens homes.

Comment: This work is seen a5 being & major contributor to our wark e
minimise delays in processing benefit daims by ensuring that they are
compleiad comeactly first time,

If already ‘green’ on R16, R17 & G15 above please
comment on

E13 Agreed baseline and fargets for tumaround in
processing of Councll Tax and Housing Banefit claims
(BWPI 78) and renewals.

Comment:

E14 Pre-qualification of Council Tax and Hnush'g'BenElﬁl
claimants for ather aligible entittements {e.g. school
uniform grants, free school meals), Indur]lng pm-i'lmng nf
ralavant claim farms.

Otherwise you may leave these rows hla_nh:. :

Comment:

R18 Comprehensive and dedicated information about
access to local care services available over the web and
telephone contact cantras.

Green Grean Green
OEI212005 - O5M12/2005 051272005

Comment: Dweep linkages to appropriste papes within Merh Yorkshire
County Council website achieved,

R18 Remote web access or medialed accass via
telephone (including outside of standard working hours
avallability) for authorised officers fo information about
individual 'care packages', including payments, requests
for sarvice and review dates.

-Green: : Green Graen
01/04/2004 01/04/2004 0170472004

Comment: The Councll does not emgloy any officers who would be
deemed to be authorsed 1o access information about individual care
packages and therefore this outcome is regarded as having been med "by
defauli”.

G16 Systems to support jained-up working on children at
risk across multiple agencies.

Armber Amber Amber
011042004 01/04/2004 017042004

Comment: Information sharing profocals are in the process of baing
agreed with the lead statutery agency (Morth Yorkshire County Couneil)
Disrict Councs are unlikely to have direct access to shared information
systems

G117 Joint assessments of the needs of vulnerable
people (children and adults), using mabile technology to
support workers in the fiald,

Comment: Joirt pilet project between NYCC & PCT in place. Invalvement
of District Councils unclear at present and not likely to be developed urtil
2008,

If already ‘green’ on R18, R19, G1E & 317 above please | Comment:

comment on

E15 Agreed haseline and targets for customer

salisfaction, including improvemant in numbers of

usersfcarers who said that they gof help quickly (BVEI

57).

ml-mmhe you may leave this row blank. :

R20 Email and Internet access provided for all Members Graan Green Green

and staff that establish a need for it. 310312004 310352004 31/0a2004
Comment:

R21 ICT support and documentad policy for Grean Green Green

homefremaote warking (felewarking) for council members DI Or2004 01102004 011072004

and staff. S :




Qutcome And Transformation Area Description Current Status Anticipated status | Anticipated status
at 31122006 at 31/03/2006

R22 Access to homalremote working facilities to all Amber Amber Amber

council members and staff that satisfy the requirements 01142005 011072005 011072005

set by the Councils published homefremote working
policy.

Comment: Infrastructure requirements under review and will be informed

by experence gained from mobile Banefits project.

G18 Establishment of e-skills training programme for
council members and staff with recognised basic level of
attainment (e.g. European Computer Driving Licence,
British Computer Society Qualification “e-Citizen®).

31/03/2005

“Green _
3110312005

— Green
31/03/2005

Comment: The Couwncil kas completed a pilet ECDL project and has
identified a budget for the establishment of an ongoing ECOL programme for
siaff & Members. Actual programme will be in place by 31/03/06.

if already 'green’ on R20, RZ'L. R2Z &1'313 Mphm Comment:

comment on

E!E.ﬂqmdtamﬁsfnrbuﬂlﬁmaﬁcw' mma' 3

ariging from the hhududiun""nfmwum nfwm

Oiherwise you may feave mﬁsmbtam; :_-

R23 Self-service or madiated access to all council Amber Grean Green
services outside standard working hours via the Intemet 01/0472004 3111212005 -31M12/2005
or telephone contact centres (i.a. available for extended o nt

hours outside of Sam-5pm Monday to Friday). i

R24 implementaticn of a content management system Green Green Green
{CMS) to facilitate devolved web content creation and 3/01/2005 31/01/2005 31/01/2005

website management,

G19 Adoption of 130 15485 methodology for Electronic
Document Records Management (ERDM) and
identification of areas where current records
manageamant policies, procedures and systems need
improvement to meet the requirements of Freadom of
Information (FOI) and Data Protection legislation (see

Cnmm!nl Gurpunﬂl EDRM system not planned until 2006/7. We will b
reviewing the adoption of IS0 15489 methodology and our curment
information & records management policies, procedures & systems fo
identify areas of improvement as part of the preparation for implementing

www_pro.gov.uk/aboutfol/map-local rif). EDRM.
G20 Conformance with level AA of W3C Web Green Green Green
Acesssibllity Initiative (WAI) standards on website 31/032005 31/03/2005 31/03/2005

accassibility (see www.wid.ong/WAl).

Comment: The text version of the website |z fully compliant, The graphical
varsion Is largely carnpliant. The affort requined to guaraniee 100%
compliance at all times is prohibitive.

G21 Compliance with Government Interoperability
Framework (e-GIF), including the Government Metadata
Standard (e-GMS) (see www.egifcompliance.org &
www. govialk.gov.uk).

Amber
01/04r2005

Amber
01/04/2005

Green
310372008

Comment: This will be achieved by the progressive implementation of
e-Gif compliant solutions. The Council is considering the use of the NCC
&-Gif compliance testing service fo monitor progress & compliance.

If already ‘green’ on , R24, G1'H 132{13621 ibow Comment:
please comment on B
E17 Agreed baseline and tarquta. far aﬂiﬁanw H'mgs
based around improved mmlﬂyﬁmmmd
information.
Otherwise you may leave this row blank.
R25 Online publication of Internet service standards, ann Green Grean
inchuding past performance and commitments on service 3110372005 3170342005 3100312005
avallability.

Comment:
R26 Manitoring of performance of corporate website, or Green - Green -~ Grean
regional web portal, between 2003/04 and 200506 in 31/03/2005 31/03/2005 31/02/2005
order to demansirate rising and sustained uss, as T

measured by industry standards including page
impressions and unigue users.
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Outcome And Transformation Area Description Current Status Anticipated status | Anticipated status
at 111272005 at 31/03/2008

G22 Esfablishment of internal targets and measures for Amber Gmun Green

customer take-up of e-enabled access channels, 01/04/2005 - 31122005 311212005
Commant:

G23 Adoption of recognised guidelings for usability of = Green E‘-Tuﬁa_n_ Green

website design (see www.laws-project org. uk). 310372005 /0312005 31/03/2005
Commant:

If already ‘green’ on R25, F\‘Eﬂ G22 &Gﬁﬂ a.hmra p}aasa Comment:

commant on

E18 Agreed baseline and tako—Ltl largmfur mmﬂm of

telephone) by zmmm incluml‘ig‘ -arﬁuenw H-ﬂ'ﬂms. ;

Otherwise you may lsave this row blank.

R2T Systems in place to ensure effective and consistent Ambar Amber Amber

customer relationship management across access 31/01/2005 31/01/2005 3110172005

channels and to provide a 'first time fix" for citizen and
business enguiries, i.e. using a common database, which
holds customers records, to deliver services across
different channels, and enabling joined-up and
automated service delivery.

Comment: Haregsle BC has procured a CRMWorkflow esiutien, in
partnership with Craven DC, which is expected to be in place by 315t May

2008,

R28 All email and web form acknowledgements to
Include unigue reference number allocated to allow
tracking of enquiry and service response.

Amber
01/04/2005

Amber
0104/ 2005

Amber
1/04/2005

Commaent: Harrogate BC has procured a CRMWarkflow solution, in
parinership with Craven DC, which is expecied to be in place by 313t May

R29 100% of email enguiries from the public responded
fo within one working day, with documented corparate
performance standards for both email
acknowledgements and service replies.

2006.

01/07/2005

- Green

— 01/07/2005

~ Green
0140772005

Comment: In place. Pe

updated Cusiomer Care Policy,

rfermance standands documented as part of an

G24 Integration of customer ralationship management
systems with back office activity through use of enabling
technology such as Workflow to create complete
automation of business process managemeant,

Amber
0170472005

Amber
01/04/2005

Amber
01/04r2005

Comment: Haregate BC has procured a CRMMWorkflow sslulien, in
partnership with Craven DC, which is expected to be in place by 31st May
2008, The Council has alse adopted a strategic approach to back office

imegration which will involve a pragmatic eslection of screen seraping,
connectons of direct System integration, based an the iMegration
requirements and the availablility and cost/benefit of each option.

Amber Amber Amber
01042005 0170442005 01/04/2005

G25 Facilities to support the single nofification of a
change of addrass, i.e. a citizen should only have to tall

the council they have moved on one occasion and the
council should then be able to update all records relating
to that person to include the new address.

Comment: Harrogate BC has procured & CRMWorkflow solution, in
parnership with Craven DC, which is expecied to be in place by 315! May
2008, A corporate change of address solution is included in the first phase of
this project.
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QOutcome And Transformation Area Description

Current Status

Antlcipated status
at 31/12/2005

Anticipated status
at 31/03/2006

—

H-Edmady‘grﬂn‘mﬁ:‘ﬂ Rﬂ R29, W}GEEM:

pimamlmmm

Elswmummmmntm for the
percentage of public enquiries about council services

resolvad at first point of contact and dﬁﬁm:rmm =

resulting from investmert in u.marﬂaﬂuuéhb
managemant. m'id’u.:mtﬂuw ]

Comment:
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Section 2 - Change Management (self-assessment)
Authorities are asked to provide information on advisory good practice outcomes
relating to the internal organisation and management practices of the council that
are required to help deliver the people, systems and service management changes
necessary for e-government. Information supplied here will be used to inform
national policy, but does not fall within the remit of the December 2005 target.

Change Management Area Current Status Anticipated status | Anticipated status
at 31/12/2005 at 31/03/2006
= Appointment of people to the following key local
e-govermnment functions in your Council (see
hittp:ffwww. idea-knowledge. gov uklidk/aiol 2067 5T):
i) Member & officer e-champions Green ~ Green Green
2100372003 31/03/2003 31/03/2003
Comment:
i} e-government programme manager Grean Graan Graen
017042004 01/042004 01/04/2004
Comment:
lify customer services management Amibar Amber Green
01/0472004 01/04/2004 310312008
Comment:Customer Senices Unit is curmently being established, to be
headed by a dedicated Customer Services Manager,
# Inclusion of competency development of the above key Amber Amber Green
functions and training for staff affected by e-Government 01/08r2004 01/0%/2004 31032006
projects, within the Council's workforce developmant PR
planning (for more information about the e-capacity 2
Building Programme see
hitp:ifwww. lamip.org/MicroSites/eCapacityBuilding/Pages
MemplateUser.aspx?PageType=StandardContent&X S L=
standardcontent&Key=1)
» Establishment of an e-delivery programme board Green - Graan Graan
017042004 01/0472004 01/0472004
Commant:
» Use of formalised programme & project management Gireen Green Green
methodologies {e.g. FRINCEZ, MSP) to support D104/ 2004 01/04/2004 010472004
e-delivery programme Commant:
# Documentation/agreement of corporate risk ‘Green Green Green
management strategy for roll-out of local e-government, 0110472004 01/04/2004 01/04/2004
including regular review of sk mitigation measuras B
= Use of customer consultation/research to inform Green Grear Green
development of corporate e-governmeant strategy 01042004 01/04/2004 01/04/2004
Comment:
« Establishment of policy for addressing social inclusion Amber Amber Grean
within corporate e-govemnmant strategy 31/03/2005 31032008 31032006
Comment:
» ldentification of the specific needs of the most T
disadvantaged groups and exploring how Information - 01/04/2008

Communication Technologies (ICT) can help to address
these needs (see
hitp:hwww. socialexclusion.gov.uk/page.asp7id=583)




Change Management Area Current Status Anticipated status | Anticipated status
at 3I1M2/2005 at 31/03/2008

» Appointment of officer(s) to lead on corporate Amber Amber Green

govemnance of information assets and information 010472004 01/04/2004 31/03/2006

legislation (2.g. Freadom of Information Act), including Corime i

information sharing and data quality audil procadures %

= Establishment of Public Services Trust Charter re the Amber Amber Amber

use of personal information collected to dafiver improved 30/09/2005 30/09r2005 30/0972005

services, including data sharing protocel framework (see PR

hittpiwww.dca.gov.ulkifoilsharingfoolkitlawguide_pdf &

hitp:www. govialk. gov.ukidocuments/e Trustguidegovialk,

rtfy and designation of an Information Sharing Officer

# Establishment of partnerships for the joint {aggregated) Amber Amber Amber

procurement of broadband services A0M0872005 3000872005

= Engagement with intermediaries re addressing issues Amber Graen

of take up and efficiency in the delivery of e-government 311272005 310312006

services (e.g. Citizens Advice Bureaux) and including

intermediaries component of Government Connect (see

hitp:/www.govtalk. gov.uk/documents/fintermediaries_poli

cy_document.pdf &

hitp:/Awww. govconnect.gov.uk/comdportal)

« Compliance with BS 7798 on information security Amber Amber

managemennt 3272005 31122005

Comment:The Council is reviewing its security management systems. The
inlention is to comply with BST799, but no decision has been taken on
whather or not to become accredited.

» Implementation of Benafits Realisation Plan for
delivery of local e-government programme strategic
objectives

= Completion of mapping of Local Government Servicas
List transactions against approved security levels (0-3)
(see hitpifwww.esd.org.uk/standards/igsligsl.doc &
hitp:/Awww authentication.org.uk/levels.asp &
http:ffe-government.cabinetoffice_ gov.uk/assetRoot/04/00
122/40/04002240 doc)

Amber Amber Green
30/09/2005 30/08/2005 -31/03/2006
Comment:
T ———
Amber Amber
311 2/2005 122005

Comment:The Council undersiands that this project is experiencing some
difficulfies in obiaining agreements on approved security levels.

# Planned compliance to HMG Security and
authentication frameworks through commitment to
citizen, employes and volunteer account registration in
Government Connect (see

hitp:ffwww.goveonnect. gov.ukiccmiportal)

010772005

01/07/2005

Green
0170712005

# Compliance with an independant trust scheme
approval process designed fo provide assurance for
individuals and companies using or relying upon
e-business transactions (see www.tscheme.org) and
which will work with Government Connect (see
http:/hwww goveonnect. gov.uk/cemdportall)

Comment:The Councll has signed up to Government Connect,

Amber
311212005

Amber
311212005

Comment:The Council will monior the use and general awareness of
independent frust schemes in arder o evaluate the cost/benefit of using cne.

» Use of Government Connect (see
hittp:/fwww, goveonnect gov.uk/cemipartal’) to support:
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Change Management Area

i} personalisation & registration for services

categorised at security levels '0" and 1" through the

citizen account

Current Status Anticipated status | Anticipated status
at 3112/2005 at 31/03/2006
Amber Amber
322005 IMM2/2005

Comment:The Council has signed up 1o Government Connect. The COPM
has encouraged the Morth Yorkshire authorities to work in partnership to
developing a joint project or series of projects. With the current drive for the
Government Connect (GC) project, there eauld be an emphasis around that,
with the Councils: - Sharing infrastructure for Govemment Connect -
Infermation Sharing with GC as & backdrop - Looking at rural WI-FIWiMax
solutions fo faciilate mobile working Thers may alsa be the opparunity to
laak af making ICT benchmarking affordable to the smaller District authorities
and facilitafing multiple authority web search facilities, The group is working
wilh represeniatives from similar growps fram Humber & East Yorkshire,
South Yorkshire, West Yorkshire and the Regional Information Society Unit to
inwestigate regional solutions 1o GC by initially examining what XML
messaging and confent management solutions were in use. This
inwestigation will inform our approach 1o GC.

ii) adoption of Unique IDentifiers (UIDs) and
assoclated standards, as designated in
Government Connect

Amber Amber
3MM2/2005 3111272005

Comment:The Council has signed up to Government Connect, The OOPM
has encouraged the Morth Yorkshire authorities to work in partnership to
developing a joint project or senes of projects, With the current drive for the
Government Connect (GC) project, there could be an emphasis around that,
with the Coundils: - Sharing infrasiruciure for Governmen! Connect -
Infarmation Sharing with GC as a backdrop - Looking at rural WI-FIWMax
solutions to faciitate mobile working There may also be the opporiunity to
ol &t making ICT banchmarking affardable 1o the smaller District autharities
and facilitating multiple auhority web ssanch faciliies. The group is warking
with representatives from similar groups from Humber & East Yorkshire,
South Yarkshire, West Yorkshire and the Regional Information Socety Unit ta
Investigate regional selutions to GC by initially examining what XML
meesaging and corlent managernent solutions wers in use. This
Investigation will inform aur approach o GC.

iiiy the bereavement journey & cloging of accounts

[see

hitp:Mwww.cabinetofiice.gov.uk/regulation/pst/proje

cle/mad/bereave.asp)

Amber Ambar
11272005 311212005

Comment:The Councd has signed up to Governmen Connedt, The ODPM
has encouraged the Morth Yorkshire autharities to work in partnership to
developing a joint project or series of projects, With the current drive for the
Government Connect {GC) project, there could be an emphasis around that,
with the Councils: - Sharing infrastruciure for Government Connect -
Infarrmation Sharing with GC as a backdrop - Looking at rural WI-FLWiMax
sclulions to facilitate mobile working There may also be the apportunity 1o
loak at making ICT benchmarking affordable to the smaler District authorities
and faciftating multiple authority web search facilities. The group is working
with representatives from similar groups from Humber & East Yorkshire,
South Yorkshire, Wast Yorkshire and the Regional Information Sociaty Uinit to
imvestigate regional solutions fo GC by inftially examining what }ML
messaging and content managemeant solutions were in use. This

iv) citizen & business authentication for services for

services categorised at security levels 0-3

Amber Amber
delda- 31212006 3122005

Comment:The Council has signed up fo Government Connect. The ODPM
has encouraged the Morh Yorkshire authorities to work In panership o
developing & joint project or series of projects. With the current drive for the
Gevernment Connect (GC) project, there could be an emphasis around that,
with the Cauncils: - Sharing infrastructure for Govemment Cannect -
Infermation Sharing with GC as a backdrop - Looking at rural WI-FIWikax
solutions to faciiiate mobile working There may also be the opponiunity to
lock at making ICT benchmarking afordable fo the smaller District autharities
and facilitating multiple authority web search faciliies. The group Is working
with representatives from similar groups from Humber & East Yorkshire,
Sewih Yorkshire, West Yorkshire and the Regional Information Society Unit to
invesiigate regional sclutions to GC by initially examining what XML
messaging and contant managemean salulions were in use. This
invastigation will inform our approach 1o GG,
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