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Implementing Electronic Government Statement

Summary

· North Hertfordshire District Council is one of ten district/borough councils in
Hertfordshire covering 375square kilometres with a population of 117,000 people (Para
1.1) 

· The Council’s vision for the district is to lead the community, together with our partners,
in promoting the economic, social and environmental wellbeing, and enhancing the
quality of life of North Hertfordshire’s communities (Para 1.1)

· This statement details the ways in which the Council has prepared for and will further
develop it’s approach to making services seamless and customer focussed and, in doing
so, transform it’s business processes to make this vision a reality (Para 1.2)

· Recognising that a change of this magnitude will require enormous effort and
commitment, the Council has established a wide ranging ‘Organisational Vision’ Best
Value Review, which will be responsible for implementing the e government agenda,
during 2001/2 to ensure this work is at the heart of it’s business. This Review will be
followed by an ICT Best Value Review later in the year (Para 1.2)

· In preparing for this work the Council has undertaken significant work in mapping current
patterns of service delivery and business processes, most notably as one of the
‘Testbed’ authorities participating in the ISB ‘Preparing for Electronic Government’
project. This work will be supplemented by a I&DeA supported baseline survey
examining the potential for ‘joining up’ services between all authorities in Hertfordshire
during the course of this year (Paras 2.2, 3.4)

· Significant investment in our ICT and Information Management infrastructure has
already been made to provide:
· An integrated corporate property database, compliant with both BS 7666:2000 and

the requirements of a Local Land and Property Gazetteer (Para 1.10)
· An integrated Revenues and Benefits call and contact centre, utilising advanced

workflow and call handling systems (Para 2.2)

· However, these initiatives now need to be built on and our initial analysis of priority areas
for improvement suggests that further short term investment will be required to:
· Develop processes to effectively manage information within the organisation and

across the newly emerging Local Strategic Partnership (Para 2.1)
· Ensure that joint service delivery and procurement in partnership with public, not for

profit and commercial organisations is used to best effect (Para 2.1)
· Develop our capacity to manage customer contacts (Para 2.3), and:
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· Further integrate our Local Performance Plan with our Service & Financial planning
process and Community Strategy to ensure resource allocation and the use of
assets reflect our strategic objectives (Para 2.7)

· The Council recognises that meeting increasing public expectations for high quality,
seamless and accessible service delivery will require a continuing commitment to
change and improvement. This Statement will be regularly reviewed and updated with
our partners and used to guide the process of transformation this implies (Section 3,
Transition)
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North Herts District Council

Implementing Electronic Government Statement

1 Introduction

1.1 North Hertfordshire District Council is one of ten district/borough councils in
Hertfordshire covering 375 square kilometres with a population of 117,000 people in
49,000 households.  The Council’s Vision for North Hertfordshire is to:

“Lead the community, together with our partners, in promoting the economic, social
and environmental wellbeing, and enhancing the quality of life of North
Hertfordshire’s communities.”

This long term vision is supported by four key commitments to:
· Put people first
· Provide value for money
· Communicate, consult and work in partnership
· Enhance the quality of life.

In order to achieve this Vision the Council has established a number of priorities for
2001/2002 set out in its “Corporate Agenda”.  In summary these are:

· To establish a performance culture
· To improve morale
· To raise the Council’s profile
· To pursue organisational development
· To prepare a community strategy and, in doing so, to develop:

· an HR strategy
· an Asset management plan
· an ICT strategy

· to pursue Housing Stock Transfer
· to develop Customer Care
· to review Political Management Arrangements
· to complete the organisational restructure

· to integrate Contract Services.

1.2 In establishing its five year Best Value Fundamental Service Review (FSR)
programme, NHDC acknowledged that transforming the organisation to be truly
reflective of customer needs would require a significant “step change” in both service
delivery and organisational structure.  For this reason an “Organisational Vision”
FSR has been programmed for 2001/2 to establish the fundamental principles which
will, ultimately, guide subsequent “business re-engineering” and, specifically, an ICT
FSR programmed for later in 2001/2.

1.3 In undertaking this work, NHDC has recognised that the needs of its customers
require adequate research, analysis and representation.  In order to achieve this the
Council has embarked on a comprehensive consultation programme including the
use of bi-annual public opinion research survey, the establishment of a Citizens 
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Panel, consultation activity associated with FSRs in addition to a number of service
specific initiatives.

1.4 A detailed analysis of current and expected customer needs, partly drawn from our
consultation and market research, will be developed as a starting point for the
‘Organisational Vision’ FSR. Published research from OFTEL and the DfEE suggests
that this will highlight the following areas for action as part of our IEG strategy:

· Improvements in our capacity to handle the estimated 60% of customer contacts
using telephone channels

· Extension of the hours during which services can be provided, to include
weekends and evenings through telephone, web and personal contact

· Maintaining flexibility in our approach to ensure best use can be made of
customers growing use of new and emerging communications channels 

1.5 Achieving e-government targets will require NHDC to work in collaboration with a
number of public and private sector organisations and, in particular, the County
Council, Town and Parish Councils, the Health Service, Police Service, business
community and voluntary organisations.

1.6 The Council is addressing this requirement through:

· The development of a Community Strategy, developed from a series of local
area visions, which will be published by March 2002.

· The creation of a Local Strategic Partnership with principal public, voluntary and
private sector bodies currently anticipated for public launch in March 2002.

· Through a parallel process of seeking opportunities to undertake joint Best Value
reviews with other public organisations and to rationalise the range of existing
partnership arrangements currently in place.

1.7 Although the anticipated cost, benefits and savings likely to accrue from
implementing the IEG Statement cannot currently be accurately quantified, our
methodology in identifying these will use a cost/ benefit analysis which will require
anticipated investment to be written off and replacement costs accrued over the
lifetime of any capital assets or equipment purchased. Our current estimated costs to
meet the 2005 target are in the region of £1.5m.

1.8 A comprehensive list of current services together with an analysis of the current
position is substantially complete.  This assessment, together with a comprehensive
review of the organisation’s preparedness for e government carried out as part of
Promoting Electronic Government (PEG) ISB project indicate that in order to achieve
the 100% target by 2005 NHDC will need to:

· Develop its business case approach to service and financial planning, and:
· Fully exploit the potential of partnership working with other public sector bodies.

1.9 It is NHDC’s intention to ensure that the provision of information,  requests for
service, the opportunity to comment and undertake transactions should be available
electronically via:

· Web enabled systems
· Mediated web access via telephone services and;
· Reception/contact centres and individual services

In addition, the Council is participating in a County Wide exercise facilitated by IDeA
Consulting to map out the potential for collaborative working in service provision
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between Districts and the County Council.  Examples of current work which will
contribute towards this target objective include:

· The recent establishment of a community safety website as a channel for the
provision of public information, information exchange and partnership working.

· The creation of cross boundary partnerships with a number of local authorities to
develop a County wide Community Strategy, Community Legal Service,
Economic Development Strategy and the Health Improvement Plan.

· Links with the County Council following the implementation of their Information
Strategy, which will allow us, as an Authority, to download local statistical and
geographical information immediately for our customers  

1.10 It is clear that information management will form a central part of the effort to deliver
the e government targets and, in addition to further developing our corporate
property database, which is compliant with the standards for a Local Land and
Property Gazetteer, the Council will explore opportunities to establish systems to
allow customer tracking/customer relationship management.  As in other areas,
opportunities to establish joint approaches with other significant public bodies will be
explored through the Local Strategic Partnership which has initially identified
information management and exchange as being one of its five key priority areas.

1.11 The relationship between this IEG statement and the wider modernising agenda is
illustrated by the flow chart below.
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2 IEG Milestones

2.1 As indicated in section 1.8 above NHDC is committed to producing a Community
Strategy for district and to establish a Local Strategic Partnership as the primary
means of managing the complex cross cutting relationships between tiers of
government, public bodies and interested organisations to promote the economic
environmental and social wellbeing of the District.  Fundamental to this approach will
be:

· The development of shared information management strategies
· Collaborative partnership working in developing new methods of service delivery
· The development of aligned service and financial planning processes
· The establishment of joint procurement initiatives

Examples of work in progress to achieve this include

· The creation of a community organisations database with local Council for
Voluntary Services

· Shared information management systems via the community safety web site with
support from Home Office funding

· The integration and further development of the local Health Improvement
Planning process with the newly formed Primary Care Trusts and Health
Authority responsible for the District.

This work is being undertaken in a number of arenas including the Hertfordshire
Local Government Association and service specific forums eg Strategic Procurement
Partnership, Community Planning Forum, Consultation Forum etc.

2.2 NHDC will develop an access to service strategy using data collected via:

· An analysis of our preparedness for e government arising from the PEG project 
· The collective baseline assessment currently being undertaken by the I&DeA on

behalf of all ten District Councils in Hertfordshire and the County Council.

An initial analysis drawn from our A-Z of services suggests the priority areas to
develop the access to service strategy should be:

· Ensuring all Council information is available via its website.  An interim re-design
will be completed by October 2001 and it is anticipated that a fundamental re-
design will be completed by 2003 to reflect the Information Management Strategy
currently under development.

· Ensuring all bill payments and requests for service are can be transacted via the
website and by telephone.  The initial pilot for Council Tax, Leisure bookings and
business rate payments has been successfully implemented and  all services will
be available via the website by 2003

· The distribution and service hours of “contact centres” in order to improve
customer access to services and rationalise the Councils portfolio of assets.

2.3 Significant efforts have been made during the last two years to improve
telephone call handling within the Council.  Initiatives have included the
development of a comprehensive telephone monitoring system, establishment of
a “Telephone Action Group” to improve customer service standards and the
creation of a new customer services team to provide management of all
customer contacts via print, electronic and personal means.  It is envisaged that
a Customer Services Strategy will be developed during the course of 2001/2 and 
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will specifically examine the development of potential evidence suggests that,
although the Council is effective in dealing with direct dialled telephone calls,
significant improvement in terms of call answering and simple information
provision need to be made at the Council’s main switchboard and it is envisaged
that this will, primarily, be achieved through providing telephonists with access to
the web enabled corporate information systems referred to in paragraph 2.2
above.  Further, our Telephone Action Group will undertake routine training with
all staff to improve listening skills, identify customer needs and source
information.

2.4 The timescale for enabling services to become available electronically will be
dependant on:

· Volume of transactions
· Statutory requirements
· Efficiency gains
· Co-ordination with national initiatives.

An indicative schedule of transaction types with importance rankings and time scales
for achieving 100% electronic availability appears below.
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Initial info to customer [c30% total] Part Part Med 2 / 2003

Receiving payments
from our customer

[c20%total] No Yes High 1 / 2003

Request for service [c40%total] No Part Med 4 / 2005

consultation/
e government
/comments

[c10%total] Part Part High 3 / 2003

2.5 The Council’s Vision FSR will determine general targets for the integration of
services with the UK Online citizen’s portal and where appropriate the National Grid
for Learning together with other local service providers systems.  

2.6 In order to ensure inter-operability between public organisations systems it is
NHDC’s intention to achieve compliance with eGIF (Governmental Interoperability
Framework) standards and those applicable to local government by 2002 for new
procurement and by 2005 for legacy systems.

2.7 All Council e mail addresses for officers will be available in October 2001 via the
Council’s website.  It is anticipated that all Councillors will be on line with a public e
mail address by 2004.

A corporate asset management group will consider the potential for rationalising
assets and accommodation as part of the cost benefit analysis in developing
electronic service development referred to in paragraph 1.7 above.
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3 Transition

3.1 The development of a detailed transition plan will be considered by the
Organisational Vision FSR in the Autumn of 2002.

In order to ensure that performance in meeting the key objectives is met, Cllr Tricia
Gibbs, the Council’s Community Engagement Spokesperson, has been appointed ‘e-
champion’.

3.2 The Council’s Management Board will act as the Project Board for the IEG Strategy
on behalf of NHDC’s Executive Committee and, from 2002, Cabinet. 

3.3 Following the visioning FSR a number of specific action plans will be developed to;

· define targets for the take up of online services which are capable of
measurement by reference to geographical location, deprivation, age, ethnic
origin, disability and customer preference.

· specifically consider the scope for rationalising the use of assets and
accommodation via the corporate officer Asset Management Group, responsible
for implementing the Council’s Asset Management Plan.

· assess the staffing implications of meeting electronic service delivery targets as
part of the HR Strategy detailed in the corporate plan

3.4 North Hertfordshire District Council has been an active member of the PEG project
which has the capacity to develop benchmarking with other local authorities in both
process and service delivery terms.  In addition, the Council, together with other
Councils in Hertfordshire has commissioned the IDeA to undertake a county wide
benchmarking exercise which will incorporate elements of service delivery via private
sector models.

3.5 The Organisational Visioning FSR will, as part of it’s detailed action plan, consider
the mechanisms required to assess and manage risk in meeting the e government
targets.  This will provide systematic periodic review and measurement of
performance against key milestones.

3.6 As part of the HR Strategy referred to in the corporate agenda, the Council will
specifically consider the level of skills within the current workforce and those likely to
arise as a result of developing new methods of service delivery.

3.7 As an Investor In People organisation, NHDC has made a significant investment in
creating a new HR team to develop a more strategic focus for this aspect of our
operations.  In addition, baseline data generated through the PEG and IDeA
benchmarking studies will inform future training and development activities to ensure
the requisite skills are in place.
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