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Purpose of the Report

1. To provide a new council wide Digital Strategy, outlining the strategic aims of the council, 
why we need a Digital Strategy, how we achieve our objectives and how we measure the 
outcomes and evaluate our success.

Forward Plan 
2. The main driver behind the Digital Strategy is the need to institutionalise the capability 

developed as part of the Transformation Programme.  The Digital Strategy is in many ways 
the successor to Transformation, making change and continuous improvement central to 
how the council conducts business outside of a resource limited programme.  The timing 
of this report - at a time when the Forward Plan showed a Transformation Update – 
illustrates the continuity between the Transformation Programme and the Digital Strategy.  

Public Interest
3. The Digital Strategy is not a public facing strategy.  It is an internal document that shows 

how the council officers will organise and operate to fully capitalise on the potential of digital 
working. However, because the strategy has important links to how members and citizens 
are engaged it has been decided to bring it to attention of District Executive. 

4. The purpose of the Digital Strategy is:    

‘To create a professional business partner to the organisation, that proactively 
engages with the change agenda through the delivery of high-quality digital 
solutions and services’.         

Recommendations
5. That District Executive is asked to:

a) approve the Digital Strategy, with its proposed organisation and operational 
changes, for immediate adoption and implementation;

b) note the strategy will be implemented in line with the budget agreed by Full Council 
as part of the 2020/21 budget setting report in February 2020;

c) note any potential savings identified as a result of its implementation will be added 
to the financial strategy and medium term financial plan once identified. 

Background
6. The Transformation Programme, which had been running for a little over 3 years, has 

delivered significant benefits across all areas of the council.  The new operational model is 



fully embedded and working well.  New ways of working such as agile, have been widely 
adopted leading not only to important day to day efficiencies but also ensuring the 
organisation’s ability to continue through the Covid 19 lockdown. The council’s business, 
both back-office and customer facing, is now predominantly digital.  

7. There have been valuable lessons learnt throughout the Transformation Programme.  
Service redesign has been slower than at first envisaged, leaving some parts of the council 
feeling overlooked. Stakeholders have not always been fully engaged and some have 
found themselves ‘waiting to be transformed’. With this in mind we have learnt we can be 
more ambitious and can drive ourselves forward exploiting novel technologies. The Digital 
Strategy is the reset required to build on the robust platform provided by the Transformation 
Programme and create a future fit digital authority.

8. The Digital Strategy pre-dates the Covid 19 pandemic. It was written not as a cost cutting 
or savings measure and the business case did not go into the detail potential downstream 
savings.  We now find ourselves in a very different financial situation, one where substantial 
efficiencies and savings will need to be made over the next few years.  Far from 
undermining the Digital Strategy, this makes its implementation all the more pressing.  
Efficiencies of the sort needed are inconceivable without significantly increased service 
automation, and it is clear that digital innovation will be key to ensuring that customer 
service doesn’t suffer from a more austere financial climate but instead continues to 
improve. 

Report Detail
9. The attached detailed report outlines the following areas:

 Strategic Drivers, Vision and Ambition
 Assessment of where we are today
 Development of new capabilities – technical and organisational
 Future IT Service

10.  Upon review of the Digital Strategy document you will see it promises to deliver:

 Digital transformation with agility and at pace;
 Continuous improvement of services; 
 Digital Strategy that is integrated to wider business plans and priorities;
 Road maps and architectures to drive decision making;
 Digital as an integral part of the organisation’s change governance lifecycle;
 Systems are reliable and easy to use; and
 Business managers who have the capability to exploit new digital technology

Organisational Capability and Culture
11. The Strategy emphasises the need for enhanced digital capability and culture across the 

organisation. The entire workforce needs the basic skills to be able to use the tools that 
are being delivered.  Anecdotal evidence suggests that this is not currently the case.  
Furthermore, digital thinking and behaviours must be embedded into the leadership and 
governance of the organisation.  The Strategy proposes measures to address these 
shortfalls; ideas that will be refined as the Strategy is implemented.  

Digital Services
12. Fundamental to the success of the Strategy is establishing a more sophisticated capability 

to lead and engage in the design and improvement of digital services.  The current IT 
Service has become unfit for purpose to support a digital organisation. As with most 
traditional IT Services, it is reactive in nature and focussed primarily on operational support.  



To deliver into the future a new IT Service (Digital Services Team) is proposed, one that 
will:

 Proactively engage with its business customers to co-create digital strategy and 
plans, exploring the art of the possible.

 Create an underpinning IT strategy and design the future so that the integration 
between the business model and digital is aligned.

 Procure and manage the performance of suppliers, driving value from the 
relationships. 

 Embed an agile development capability to support continuous improvement of 
digital services.

13. The new Digital Services team, consisting of 12 specialists, led by the Lead Specialist 
Digital Change, and is based upon 3 core functions: 

 Strategy and Architecture; 
 Change and Continuous Improvement; and
 Service Management.  

Delivering Capabilities
14. As part of the preparation of the Digital Strategy, workshops were held to identify digital 

capability gaps and from that a list of 8 priority capability areas were drawn up.  These will 
form the initial work plan for the Digital Services and it against these headings that progress 
will be reported.

 Great On-Line Services.  Automated ‘end to end’ services designed around 
customers’ journeys and needs, including advice and guidance, driving channel 
shift and reducing demand

 Well Managed and Efficient Processes. Simplified and consistent business 
processes that are continuously monitored and improved, exploiting technologies 
such as RPA and AI.

 Working Flexibly.  An integral part of a ‘ways of working’ strategy that enables 
staff to work anywhere with technology that supports this.

 Access and Analyse Data. Well managed data, underpinned by the right policies, 
that can be readily accessed, supported by tools to enable ‘smart’ analysis.

 Integrating with Partners.  Able to readily connect with partners, sharing 
information and collaborating in the delivery of services, building towards the 
platform model.

 Empowering Communities.  Use of tools (e.g. social media) providing information 
to increase resilience, support democratic engagement and reduce demand.

 Easy to Use Systems that Just Work Well. Increase the reliability and ease of 
use of systems, making them more intuitive and less complex.

 A Skilled and Confident Workforce. Develop the capability of managers and staff 
to be able to operate effectively in a digital world.

Implementation
15. Reorganisation of the IT department is currently ongoing.  There has been no assimilation 

from existing IT roles to into the new digital service posts.  Therefore, all IT specialists were 
put at risk and had the first opportunity to compete for ring-fenced posts. To date we have 
recruited 11 out of 13 new posts. The timeline below gives an indication that we expect to 
have recruited to all roles in the new structure by the end of June.



Figure 1.  Implementation Timeline

16. The Strategy identifies the need for upskilling and on-going development of the whole 
workforce.  The plan for this will be developed as part of implementation and is likely to be 
a long-term and on-going issue.  For the new Digital Services team, a more focussed period 
of Organisational Development (OD) will be required before the full capability is achieved 
(shown in Figure 2 above).  However, 2 high priority projects (Contract Review and 
Operational Support/Case Review) will be started as soon as possible, prior to the 
conclusion of the OD period. 

Benefits
17. As part of implementation appropriate performance measure will be identified to ensure 

that benefits from the Digital Strategy are measured and reported upon.  

18. In the short term (Quarter 3 and Quarter 4 of 2020) the priority will be to conduct a detailed 
review of the council’s IT contracts and look at options for delivery of operational support.  
It is anticipated that circa £287K per annum can be saved by tighter commercial 
management, contract renegotiation and better management of relationships with approx. 
70 suppliers.  Efficiencies in the delivery of operational support are estimated to offer a 
saving of some £56K per annum.  

Financial Implications

19. The 2020/21 budget approved by Full Council in February 2020 included a proposed 
budget allocation of £422,120 towards the implementation of the Digital Strategy. 

20. £235,000 of this funding was for one year only to assist with implementation for 
consultancy, support and development and a contingency for redundancies should this be 
required. 

21. The remaining £187,120 was a permanent increase in funding towards the IT 
establishment budget for the increase in establishment numbers.

22. It is still envisaged that the implementation of the Digital Strategy will be achieved within 
this original allocation. 

23.The Digital Strategy implementation has enormous potential to improve the quality of our 
services, our efficiency and productivity, as well as provide potentially efficiencies and 
financial savings. Over the coming weeks will be trying to quantify what these may be over 
the next 2 to 3 years in order to feed these into our revised Financial Strategy.  

Risk Matrix
24. The risk matrix shows risk relating to the Corporate Plan headings. 



Risk Profile before officer recommendations Risk Profile after officer recommendations
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   Key

Categories Colours (for further detail please refer to 
Risk management strategy) 

R - Reputation High impact and high probability
CpP - Corporate Plan Priorities Major impact and major probability
CP - Community Priorities Moderate impact and moderate probability
CY - Capacity Minor impact and minor probability
F - Financial Insignificant impact and insignificant probability

Before Digital Strategy After Digital StrategyCat Description

Likelihood Impact Likelihood Impact

R Council services fail to improve/ 
deteriorate 

Possible Significant Unlikely Moderate

CpP Elements of plan are delivered 
inefficiently

Possible Moderate Unlikely Moderate

CP Potential of digital not realised in 
community initiatives

Probable Significant Unlikely Moderate

CY Staff numbers are unable to cope 
with increasing demand post Covid 

Probable Significant Unlikely Limited

F Services cannot be delivered in 
austere post Covid climate

Probable Significant Possible Limited

Council Plan Implications 
25. Digital enablement underpins all themes and areas of focus in the Council Plan. The 

existing IT organisation was unable to deliver innovation and change at the pace required 
to match the Council’s ambitions.  The Digital Strategy will deliver the culture and 
organisational capability needed.

Carbon Emissions and Climate Change Implications 



26. Better, more widely accessible digital services for our citizens, and a culture of digital 
working in the back office is good for the environment: unnecessary journeys are minimised 
for a host of transactions; the use of paper and office consumables is reduced as more is 
done on line; and the move to cloud services eliminates the need for energy inefficient on-
site servers are just a few of many examples.  

Equality and Diversity Implications
27. An Equality Impact Relevance Check Form has been completed which identified that the 

Strategy is unlikely to have any negative impacts from people from the protected 
characteristics.  A copy of the form is appended to this report.

Privacy Impact Assessment
28. Personal and potentially sensitive corporate data will continue to be handled on IT systems 

as before.  But the proposed structure includes the post of Specialist Security and 
Compliance.  This post will ensure that policies and standards are established to protect 
information against cyber threats.  Importantly the post will ensure that such safeguards 
are designed in from the outset and are not tacked on as an afterthought. 

Background Papers
29. Digital Strategy v5 dated 30 Jan 20.

30. Equality Impact Relevance Check Form.


