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1. BACKGROUND INFORMATION AND OPTIONS

1.1 The Council is again required by the Department for Communities and Local Government (DCLG) to produce an Implementing Electronic Government (IEG) statement detailing the progress it has achieved towards delivering modernised, electronically enabled services over the past 5 years.  

1.2 As part of the evaluation on the progress of IEG through Connected Cumbria and Carlisle the DCLG is keen that any statement has been considered and passed through the appropriate policy processes.  This report forms part of that process.

1.3 This is the sixth IEG statement the Council has produced.  It has been produced in response to, and follows the format, given in the guidance produced by the DCLG earlier this year.  It was submitted to the DCLG’s office on the 10th of April 2006. 

1.4 The full IEG statement is attached.  The next section presents an analysis and summary of the Carlisle return and a narrative on the progress of implementing electronic government within the Authority.

2. IEG Analysis and Summary

2.1 After an opening narrative the statement is broken down into 5 separate sections designed to allow the DCLG to carry out an objective assessment of how Councils across England are performing.

2.2.1 Section 1 contains a number of National Priority Outcomes (NPO).  These are scenarios which the Government expect Council’s address through their deployment of e-government.  They comprise of 29 “R” (Required), 25 “G” (Good) and 19 “E” (Excellent) outcomes.

2.2.2   With the exception of the Excellent one’s these NPO’s are graded red, amber or green depending on their status.  Red means no action has been taken, amber indicates planning for implementation is in progress and green shows the outcome has been satisfied.  There are dates associated with each status which show the date on which that status was last changed.  This marking scheme is adopted in other parts of the statement.  For Excellent NPO’s this traffic light scheme does not apply as these generally revolve around target setting and performance.

2.2.3 The following tables show the progress towards satisfying the NPO’s since the Councils last submission to DCLG in December 2005.

April 2006


Red
Amber
Green
Total

“R”
0
2
27
29

“G”
0
5
20
25

“E”
N/A
N/A
N/A
19


December 2005


Red
Amber
Green
Total

“R”
5
5
19
29

“G”
1
11
13
25

“E”
N/A
N/A
N/A
19


The charts show that considerable progress was made in the final three months in achieving the NPO’s targets with only 5 out of a total 54 still not delivered but with plans well advanced to complete these.  There are no NPO’s with a “Red” status.

2.2.4 Of the 2 amber  “R”’s still to be delivered one is a County Council responsibility and one is an on-line benefits forms which the supplier has now delivered and is being tested.  Both are on track for implementation and no problems are foreseen.

2.2.5 Of the5 amber “G”’’s   the situation is as follows:-

G1  -  Online application for school places - County responsibility

G3 – Online consultation  -  Assessment of CRM tools taking place 

 G5 – Online Public GIS – Scheduled as part of the GIS project

G8 – Single business account – Will be delivered as part of Phase 2 of CRM

G25 – Single change of address - Will be delivered as part of Phase 2 of CRM

2.2.6 Overall, all of the uncompleted NPO’s are currently underway and form part of the Council’s current known workload.

2.2.7 Many of the “E” targets are to do with base lining and setting targets for increasing take-up of electronic services through which the promised efficiencies will be delivered.  This work is still largely to be addressed but is important as this is the area where benefits for the Council and Customer will arise.

2.3 Section 2 details change management good practices that DCLG would expect to see adopted during the implementation of electronic government.  Where these are not “Green” (6 out of 40) the accompanying narrative in the statement explains either why these are currently not in use or will not be adopted.

2.4 Section 3 concerns BV157 – the best value indicator that shows the number of services, and their interaction type, which are now electronic.  Across all 10 types of transactions specified the Council is now 100% enabled. 

2.4.1 Although the headline figure (100%) has been achieved further work is needed to ensure that the investment the Council has made in this area translates into a better service for the customer and matches the spirit of BV157.

2.4.2 To this end work is now taking place to improve the accessibility to these BV157 services by enhancing the web site to make the services easier to find and use.

2.4.3 Procedures are also being developed to ensure that the information and services presented on the web site remain up to date and relevant.

2.4.4 The Council is also seeking to add value to the web service for the customer by positioning the CRM to be central to the delivery of services from within the web site.  

2.5 Section 4 deals with access channel take-up.  Public take-up is the key critical measurement of the success of the e-government program and this section, which measures and forecasts take-up, is possibly the most important element of the statement.

2.5.1 The statistics for the use of the web site in the statement continues to show dramatic and increasing use of the service, justifying the Council’s investment in electronic services.  These are forecast to continue into the future.

2.5.2 Although not explicitly shown in the statement there will be an increase in the number of telephone calls passing through the Customer Contact Centre as more calls are taken there.  This will be matched be a decline in the number of phone calls taken by the back office.  The decline in the need for expert back office staff to deal with routine customer enquiries is one of the efficiency savings being delivered through the e-gov programme.  Again, although not stated, the number of telephone calls taken in the Contact Centre is forecast to decline as more customers start to conduct their business on the web site which will trigger a second wave of efficiency savings,

2.5.3 There has been a decline in the number of customers who are physically seen within the Customer Contact Centre but there will always be a number who want to conduct business with the Council in this way and this is reflected in the forecast figures. 

2.6 Sections 5 and 6 deal with the expenditure and savings arising from the e-gov programme.

2.6.1 In total, the real and forecast investment in e-government services by the Council over 5 years has been £3.23M.  In reality most of that has been planned ICT capital projects which the Council would have invested in this area anyway.  The real extra investment has been the £900k which the DCLG has invested in the form of IEG grants over this period.

2.6.2 The saving this investment has realised over the same period is totalled at £1.01M.  More importantly though, as well as improving and modernising the service for the Customer, these savings will continue to accrue in future years and are forecast to improve with the greater take-up of electronic service by the citizen.

3. CONSULTATION

2.1 Consultation to Date.

2.2 Consultation proposed.

CROS are to be offered an opportunity to comment on 17th July 2006.

4. RECOMMENDATIONS


The Executive and O&S are asked to note the update reported in the IEG6 statement that was submitted to DCLG on 10th April 2006
5. REASONS FOR RECOMMENDATIONS

The noting of the statement is a necessary part of the IEG process.

6. IMPLICATIONS

· Staffing/Resources – 

None

· Financial –

None

· Legal – 

     
None




· Corporate 

· Risk Management – 

           
No new risks are introduced by approving the statement

· Equality Issues – 

  
None

· Environmental – 


None

· Crime and Disorder –

None

