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1 Introduction

1.1 Document Purpose

This document acts as a refresh of the “2010 ICT Strategy 2006 -2010” which was produced by Sala Consultancy Ltd and first issued in January 2007 and as such has five functions:
· To articulate the high level 2010 Rotherham Ltd business priorities

· To define what ICT and related initiatives are required to meet the business priorities
· To prioritise the ICT initiatives and define a project ranking list
· To define a delivery methodology and timetable for delivery
· To provide indicative costs for the initiatives.
1.2 Background
It is acknowledged that in order to provide the technology to generate efficiencies, provide modern accessible services to its customers and to achieve a 3 Star status, 2010 Rotherham Ltd needed to fully review its current and future ICT needs. In view of this the Executive Management Team (EMT) sanctioned a full review of the ICT strategy with the remit of determining a five year plan that will contribute to achieving our aims.

The review exercise consisted of several workshops delivered to senior managers, managers, operational staff and customers, and was centred on four key questions:

· What is the 2010 vision for five years time?

· What are the critical success factors that contribute to achieving that vision?

· What ICT initiatives need to be delivered to enable the critical success factors

· Which ICT initiatives need to be delivered first?

When prioritising projects, attendees were asked to give consideration to:
· Feedback and recommendations detailed in the Audit Commission report

· The 2010 Rotherham Ltd 5 year Business Plan
· The 2010 Rotherham Strategic Priorities.
1.3 Document References:

	Document Title
	Version
	Date 
	Author
	Page Ref

	RMBC IT Strategy
	1.0
	2008
	Richard Copley
	16,17

	2010 Business Plan
	1.0
	2008
	Colin Earl
Teresa Butler
	6,7 


1.4 Stakeholders

Key stakeholders of the ICT Strategy are listed below:
· 2010 Rotherham Ltd Customers
· Rotherfed
· 2010 Rotherham Ltd Board
· 2010 Rotherham Executive Management Team

· 2010 Neighbourhood Management Team

· 2010 In House Service Provider

· 2010 Business Development Directorate

· RMBC Neighbourhoods and Adult Services

· RMBC Transformation and Strategic Partnerships
· Safer Neighbourhoods Partnerships
· RBT – Technical Design
· RBT – Customer Services

1.5 Partners

ICT for 2010 Rotherham Ltd is delivered in partnership with RBT a joint venture company co- owned by RMBC and British Telecom, via an SLA with RMBC. All indicative costs and high level solutions have been provided by RBT following the functional requirements supplied to them and are contained in Appendix 1.
2 Corporate and Strategic Priorities
2.1 Strategic Priorities

It is important to consider ICT as a business enabler which will assist 2010 Rotherham Ltd to deliver on its strategic priorities and commitments to it’s customers in the most effective and efficient manner possible, rather than considering technology itself as the sole driver for change. 

An analysis of proposed ICT projects and which Corporate or Strategic Priority they contribute to can be found in Appendix 2 

Being mindful of the above consideration, all proposed ICT initiatives contained in this document have been identified by high level customer and business requirements only. All detailed solutions will therefore be defined after an extensive business requirements gathering exercise. 
2.1.1 RMBC Corporate Priorities

Rotherham’s Community Strategy brings together the actions of a range of partner organisations across the borough to set priorities for the next three years and the key indicators and targets that they have committed to achieving.
The priority themes of the Community Strategy are: Achieving; Learning; Alive; Safe; and Proud.  There are also two cross cutting themes: Fairness; and Sustainable Development.

2.1.2 Overarching Goals of 2010 Rotherham Ltd

2010 Rotherham has already defined its Vision and Mission statements which were reiterated at the beginning of the initial ICT Strategy workshop.

The vision for 2010 Rotherham Ltd is:

“Creating and sustaining better homes, neighbourhoods and communities”

How we will do that is described in our mission statement:
“Working with our diverse communities and partners to improve the quality of life, making every neighbourhood safe, clean and proud”
2.1.3 2010 Five year business plan
In 2008 work was completed on a five year business plan which mapped out the direction of the company until 2013 and detailed eleven strategic priorities, however, after review,  it was decided that it would be unworkable to deliver these priorities within a PRINCE2 project management framework. The decision was to rationalise the strategic priorities into one business goal and two strategic priorities “Drivers for Change” and Response to drivers for change” as detailed below.
	Critical Business Goal- Achieve Excellent 3 Start Status

	Drivers for change
	Response to Drivers for change

	Considering options for housing management in the future
	Review organisational structure to meet future needs

	Develop customer involvement, access and service
	Carry out an organisational development review

	Establishing and implementing a repairs and maintenance future strategy and delivery
	Undertake a job evaluation exercise

	Completion of the Decent Homes programme and exit strategy 

	Identify and win new business


2.1.4 Audit Commission Inspection Report
In June 2008, 2010 Rotherham Ltd was inspected by representatives of the Audit Commission. Feedback from the Audit Commission included a number of comments and recommendations relating to the ICT systems and applications currently in use. As with the strategic priorities listed in section 2.1.1 the ICT Strategy must ensure that the required improvements are included. 
The comments related to ICT in the Audit Commission report were:

1,
Interactive services to be developed………… following consultation with customers e.g. rent statements on line
2,
Investigate IT solutions to develop systems to maximise data collection e.g. e-mail, text etc

3,
Deliver training programme to ensure all frontline staff update customers’ profiles at each contact and directly input data accurately

4,
Ensuring IT systems are modern up to date, fully functional and integrated with other systems where possible to provide a comprehensive picture

5,
Using flags on IT system to highlight outstanding gas services and customer needs for all staff
3 Current Situation
All 2010 Rotherham ICT infrastructure and desktop support is provided by RBT via an SLA with Rotherham Metropolitan Borough Council.  

2010 Rotherham Ltd has an internal Information Systems Team whose remit is to support and develop the core applications that assist 2010 Rotherham in delivering all its services and strategic aims, and define and run the required reports to deliver management information. 

All the applications the I.S team administer are “off the shelf” packages supplied by 3rd parties but adapted in house to suit business needs. 
3.1 Core systems and applications administered and supported by the I.S. Team:
The list below is divided into outward looking systems, which would possibly benefit from having a direct customer interface in the future, and internal systems which would not.
3.1.1 Outward looking systems
3.1.1.1 Keyfax:

Diagnostic tool used by first line staff to identify what labour and materials are required to carry out a repair, contained within Uniclass Enterprise Service Planning.
3.1.1.2 Optitime:

Distributes work received from Uniclass Enterprise Service Delivery by managing a sophisticated diary function for operatives.

3.1.1.3 Anite:

Housing management tool that contains detailed property and customer information, its uses are varied and include:

· All financial aspects of our rental processes

· Allocation of void (empty) properties

· Estate management  

· Management and reporting of Anti Social Behaviour

It should be noted that 2010 Rotherham have been notified by the new owners of Anite Public Sector (Northgate) that the current system will be migrated to Northgate by 2013, this action will carry an as yet unidentified capital cost which will have to be borne by 2010 and other costs such as staff time to co-ordinate the migration.

3.1.2 Internal Systems
3.1.2.1 Uniclass Enterprise Service Planning:

Uses the information provided by Keyfax and raises the required work ticket to put into Optitime.

3.1.2.2 Uniclass Enterprise Service Delivery:

Has an interface with Uniclass Enterprise Service Planning and calculates all the job costs, required materials, stock information and work schedules.

3.1.2.3 1st Touch:

The interface tool that allows Optitime to send the allocated jobs in the operative’s diary to the PDA.

3.1.2.4 Crystal Reports 2008:

Reporting tool used to obtain information from Uniclass Enterprise and Anite.

3.1.2.5 Crystal Server 2008:

Application that allows access to crystal reports for managers.

3.1.2.6 Infomaker:

Reporting tool used to interrogate Anite and extract service information.

3.1.2.7 Datastox:

The warehouse and stock management tool, connected to Uniclass enterprise for stock ordering and management (not included below)
3.2 Current Architecture
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As illustrated above the only system interfaces currently in operation within 2010 are between Rocc UE, Opti-time and 1st touch as part of the mobile working solution, and two nightly batch interfaces supplying ROCC with information from Anite and APEX.

3.3 Data Quality
Due to the disparate nature of the current systems, data quality and consistency across current systems is acknowledged as a weakness that the strategy must address.
4 Vision for 2010 ICT

4.1.1 High level Vision for 2010 ICT 
The overall aim of the ICT infrastructure is to provide functionality to efficiently support the entire lifecycle for a 2010 Rotherham Ltd customer, whilst at the same time allowing customers and staff to easily access accurate and relevant customer and property information via a variety of methods.

To facilitate this aim, any new or existing application or combination of applications (along with their specific core functionality) will need the following (but not limited to) high level functionality:

· Provide end to end workflow of interdepartmental tasks and a suitable audit trial of actions taken
· Provide a single robust, accurate and flexible client and property database
· The ability to report using a single reporting tool across all systems
· A single customer view, with single 2010 account number, comprising of information gleaned from various other database systems and the ability for empowered 2010 staff to update them directly without the need to go to individual systems
· A transactional customer facing web site which allows customers to view their own details, make limited changes(i.e. contact details), report incidents (repairs, ASB etc) and is fully integrated with the back office functions to eliminate manual input by 2010 staff members as much as possible
· The ability to scan and store customer documentation and link this to the customer account
· Ability for staff to access the single customer view remotely using specific devises or via the internet
· Allow access to the systems from other public places (i.e. libraries)
· Allow production of accurate business intelligence down to process and transactional level i.e. timed and reportable process stages
· Provide effective staff protection where possible (i.e. asbestos, hazards and employee panic buttons)

· Allow data sharing with other suitable organisations
· Allow robust financial data to be collected, analysed and reported on 

· Enable customer communication via a variety of methods
· Ensure equality of access and services for all customers.
5 2010 ICT – Programmes of Work
In order to maximise investment and reduce duplicate effort a series of work programmes incorporating several projects have been defined. This methodology allows 2010 to align similar and complementary ICT projects to increase the delivered benefits. 

5.1 Programme 1 – Customer Focus
The theme of this programme of work is the delivery and collection of information to and from our customers, using the most modern, efficient and best value for money solutions possible.

5.1.1 What will this programme deliver?

· Implement state of the art transactional functionality for the 2010 Rotherham Ltd website
· Provide a single customer contact number for customer to call for all reports and enquires
· Provide a single email address for customer enquiries
· Identify better ways to collect, store and report on customer information
· Deliver functionality to sent text message to customer to impart information
· Look at innovative ways to communication with customer
· Configure systems to enable tailoring of services. 
5.1.2 What projects will deliver this?

	Project 
	Description

	Web Enabled Services
	Rent enquiries

Pay rent

Book Repairs – and track progress

Housing applications – and track progress

Leave and Comment , Complaint or Compliment – and track progress

Report Antisocial behaviour - and track progress

Provide “how to” guides

Ensure Website meets highest standards of accessibility.

	Effective Communications
	Single number for customer contact

Single email address for customer contact

Use of text messages to customers

Use of Digital TV and radio to send messages to customer.

Enhanced information collection – Optical Recognition Scanner with direct system input

DVD handbooks – to cover household hints and using 2010 services. 

Use of Pod casts for customer information

	Touch screens
	Complimentary project to the Web Enabled Services to allow touch screen to be put into Public Building to access our eServices.


5.2 Programme 2 – Management Information
The theme of this programme of work is the delivery and collection of management information and business intelligence to enable business decisions to be based on sound foundations. 

5.2.1 What will this programme deliver?

· Implement an application to allow a single view of the customer with the ability to update other systems
· Allow effective complaints management and analysis
· Provide the ability to automate processes and report on individual stages
· Implement an application and information management process for the electronic storage and retrieval of customer documents
· Ensure that information is shared between all core applications within 2010
· Ensure that information can be provided on all incoming and outgoing telephone calls.

· Automate manual processes where possible

· Enable effective control of 2010 ICT assets

· Ability to handle and process ICT faults effectively.
5.2.2 What projects will deliver this?

	Initiative/Project
	Description

	Customer Management System / Single customer view
	Single system sign on, with consolidated data view of all systems
Ability to retrieve and update information on all core system (push – pull) 

Manage all 2010 complaints

Full workflow functionality
Able to hold customer satisfaction information

Display explicit warning flags generated from any system

	Electronic Document Management System
	Interface with CRM/SCV to show all related documentation to that account or property
Ability to retrospectively scan old paperwork onto system
Information management policy to enable EDMS to work effectively

	Shared information across all systems.
	All core systems connected to ensure data integrity and avoid duplication, this project may be a review of the current Housing Management system

	Telephone consolidation across the organisation.
	Single system across all 2010 to allow robust reporting on call traffic
Implementation of Voice over internet protocol (VOIP) to enable agile working for all 2010 staff and to deliver costs saving against voice traffic

	Configuration Management Database (CMDB)
	System to track all 2010 ICT assets and manage faults effectively


5.3 Programme 3 – Value for Money
The theme of this programme of work is to ensure that ICT and the associated processes are enabling 2010 Rotherham to operate in the most cost effective manner. 

5.3.1 What will this programme deliver?

· Ability for staff to access customer information from a variety of sources
· Ability for staff to work effectively when out in the field
· Maximise use of existing accommodation
· Ensure our business processes are as efficient as possible with no wastage
· Ensure that our in house provision offers best value for money for 2010 Rotherham Ltd.
5.3.2 What projects will deliver this?

	Initiative/Project
	Description

	Smart working
	Enabling staff to access all systems remotely via an appropriate device or medium

	Business process Re-engineering.
	Conduct study on all 2010 business process (including financial) to ensure that are as time and money efficient as possible

	Structured review of ICT SLA
	Investigate if in house services can be delivered more effectively and cost efficiently and validate VFM


5.4 Programme 4 – Staff Investment
The theme of this programme of work is to ensure that ICT is providing as much assistance and empowerment to 2010 staff as possible.
5.4.1 What will this programme deliver?

· Ensure that staff are fully trained and tested on the core systems

· Provide convenient and appropriate training staff on demand
· Protect staff as much as possible using technology

· Allow anonymous and electronically captured feedback from staff
· Ensure HR data is stored and accessible electronically where appropriate and possible
· Ensure staff members have electronic knowledge base on how to complete actions correctly
· Provide innovative and engaging methods of staff communication.

5.4.2 What projects will deliver this?

	Initiative/Project
	Description

	e-Training packages available on the intranet.
	Enable self training

Personal assessment

360 degree feedback

Online training records

	Systems training programme
	Effective systems training for new and existing staff to ensure data quality and better customer service

	Lone worker protection
	GPS based panic facility for customer facing staff
Vehicle tracking

	Better electronic HR data
	Holidays calculated on line

	Online process maps
	All processes documented and available online to ensure staff know how to handle customer enquiries and customers get consistent service 

	Pod casts 
	Use of pod casts to delver staff communications


5.5 Programme 5 - Partnerships
5.5.1 What will this programme deliver?

· Engagement with other public sector organisations and transfer of relevant data to provide joined up services to customers
· Assist non profit organisations to raise their profile amongst the community. 

5.5.2 What projects will deliver this?

	Initiative/Project
	Description

	Links to our partners websites on our own. 
	Allow customer to see who we work with and what services they deliver

	Web space for voluntary groups.
	Provide free of charge or low cost web pages for voluntary and charity groups in the Rotherham area

	Data sharing with partners
	Agree data sharing method and protocols to allow closer working relationships

	Develop multi-agency working
	Explore opportunities with other agencies to allow a more seamless customer experience


6 How will this work in Real life? 
6.1.1 Concept customer experience 1- Making a complaint.

Mr Johnson arrives home from work at 8:30pm on a Friday; he finds that despite advising 2010 Rotherham via telephone that he has changed his bank details for rent payment purposes he has received a letter advising that payment has been taken from his old account incurring overdraft charges. 

Mr Johnson logs onto the customer portal using his home PC and accesses his unique 2010 online account, he can see that the bank details have not been changed on the rents system and decides to make a formal complaint about the situation via a secure web form. Mr Johnson completes the details and submits the form, which automatically responds to his home email account with a unique complaint reference number and an expected response time. The CRM logs the time the complaint is received and, recognising that the complaint is related to direct debits, routes the form to a Housing Income complaints work queue. A member of the housing income team accesses the work queue and accepts the complaint, updating the customer account that the complaint investigation is in progress and providing the name of the person dealing with it. Mr Johnson is contacted by a member of staff and the issue is resolved to his satisfaction, the complaint is then closed down on the system with the relevant closure descriptions and details of any actions taken to prevent reoccurrence. 

6.1.2 Concept customer experience 2 – Making a rent enquiry

Mrs Smith calls the 2010 contact centre to enquire how much she currently owes in rental payments. 

The CRM has Mrs Smith’s contact telephone number programmed in and so her unique 2010 Rotherham Ltd account page opens up without any manual input from the advisor. 

After completing data protection questions, Mrs Smith’s enquiry is answered to her satisfaction, the advisor then advises the customer that there is a notification on her account advising that the servicing of her gas boiler is overdue; the customer is then booked into the gas section Opti-time diary at a convenient time to service her boiler. The customer adviser updates the notes on the CRM to record the actions taken and also registers the reason for the customer contact.

6.1.3 Concept staff experience - Estate Walkabout

A Neighbourhood Champion is completing an estate walkabout and notices some rubbish that has been fly tipped. The operative logs on to the estate management system using his tablet device and logs the issue in the field. 

The system records the details of the issue and using workflow sends the request to the relevant RMBC Street Pride department to pick to the rubbish. Once the rubbish has been collected RMBC street pride close down the job which records exactly where the incident took place and how long from report to completion the job took. 

6.1.4 Concept managers experience – Business Intelligence

The manager of the Customer Contact Centre is preparing a business case for two new CSAs and requires information to support her case. 

The manager logs onto the 2010 Reports website and opens the business intelligence folder, she then selects the required customer contact reports and the required perimeters. The reports are then available to save to her own PC for analysis, the manager also decides that some key information is needed on a daily basis during a peak time, she selects the required report and then schedules it to be delivered automatically by email at 8am every morning. 
7 ICT Project Delivery Methodology

Effective ICT and project governance processes are critical In order to ensure that 2010 Rotherham deliver the right project at the right time and as effectively as possible. It is therefore of vital importance to clearly document a governance process and delivery methodology to ensure all the perceived service improvements and associated benefits are fully realised.
7.1 Delivery Priorities

Various exercises were undertaken with the 2010 Rotherham Ltd senior management team in order to identify the corporate ICT priority projects.  The agreed corporate ICT project ranking list is shown below. 
	Rank
	Project Name

	= 1
	Web Enabled Services:

Pay Rent/leasehold charges

Book Repairs and track progress

Housing Applications and track progress

Leave Comment, Complaint or compliment and track progress

Report anti social behaviour and track progress

Web space for voluntary groups

Links to partner websites

	= 1
	Customer Relationship Management System/Single Customer View

	3
	Full system integration/interfaces

	4
	Lone worker protection

	5
	EDRMS

	6
	Full agile (smart) working across 2010

	7
	Touch screen technology (available over internet for outreach working)

	8
	Telephone system consolidation

	9
	Multi agency working

	10
	System training strategy

	11
	Data sharing across partner organisations

	12
	Online process mapping


7.2 Project Delivery Team
In order to successfully deliver a programme of work the size and complexity of the ICT strategy it is required that the correct staff are employed with the pre-requisite skills to oversee and deliver the projects and initiatives in the most efficient and effective way possible, 2010 Rotherham Ltd currently does not have the requisite skill set in house to effectively deliver a programme of this magnitude.
The minimum required roles and their contributions are detailed below:
7.2.1 Business Analyst

To ensure any delivered initiative fully meets the needs of the business as a whole it is imperative that a robust requirements gathering process is followed for each initiative that is to be undertaken. It is therefore a recommendation of the ICT strategy that a suitable Business Analyst is engaged with the remit of capturing and documenting, in detail, the full functional requirements that any project should deliver. 

The resulting Business Requirements Documents (BRD) will then be reviewed and signed off by senior management representation from all areas of the business to ensure the resultant projects are accurately planned, costed and deliver the required functionality and performance from day one.

7.2.2 ICT Project Manager (Prince 2)

To ensure that the project delivers 2010 requirements within timescales, budgetary constraints and defined quality measures.

7.2.3 Solutions architect

To translate functional requirements into technical system designs and proposals.

7.2.4 Process Analyst

To capture, document and re-engineer existing business processes to achieve maximum efficiency throughout the business.  The business processes will then feed into the functional design for the applications. This role will also assist the business to define the new ways of working that the new architecture will allow. 
7.2.5 Data Base Analyst

Programmer to amend databases and create interfaces or extracts as required. 

7.3 Governance - ICT Programme Board
In order to monitor the progress of the ICT Strategy delivery and ensure that initiatives contribute to the overall aim, an ICT Programme Board will be set up with representation from all key stakeholder identified in section 1.4.
7.3.1 ICT Programme Board Purpose:
· To ensure that all IT works that are undertaken are aligned with 2010 Rotherham ICT Strategy.

· To further define the corporate priorities with reference to IT Project Delivery.

· To act as Overall IT Project Programme Board 

· To ensure all programmes and projects are on track to meet agreed timescales

7.3.2 ICT Programme Board Tasks:
· Review, discuss, and accept or reject all 2010 Rotherham IT project and development work business cases.

· Confirm that all initiatives contribute to overall strategy

· Prioritise work to ensure projects which add most value are delivered first

· Review costs against benefits

· Disseminate information on IT initiatives to direct reporting line

· Review IT Project and programme highlight reports to ensure they are delivering against plan.
7.4 2010 staff resource requirements
A 2010 Rotherham Ltd operational project delivery team will need to be set up to compliment the ICT specialists detailed in section 7.2 and resourced on a temporary basis. This group will be set up in order to ensure all the collated business requirements and systems designs are process and not technology driven and that the end product/s are robust, fully tested and signed off by the business as fit for purpose before go live.

To conduct this work effectively the operational project delivery team needs to have full buy in and support from managers and senior managers to ensure that staff are released from normal duties as required. The actual skill set of the resources would need to be determined during the project

It is worth noting that people support what they help to create. So not only would we deliver better solutions as they would bring their own knowledge to bear, but their ownership of the initiatives increases too.

7.5 Review of staff roles and responsibilities

The implementation of the ICT strategy will fundamentally change the way the business currently works and consequently how individual roles will work.  It is imperative that these new ways of working are taken into account and fully identified and agreed before the implementation of any new systems. 
7.6 Supporting the new systems 

During the delivery phase of the ICT strategy a criticality analysis should be completed on each implemented solution and existing solutions to determine how critical to business delivery it is, the results of this analysis should then be formalised into a support requirements matrix. The results of this study will need to be costed to produce a recommendation of the optimum balance between supports costs and business criticality. 

An example matrix is detailed below:

Criticality Key:

1 – Mission Critical

2 - Critical

3 - Important

4 – Support

	System
	Frequency of use
	Criticality Rating
	Required Fix time

	Housing Management System
	Mon – Fri, Office hours
	2
	Same working day

	Repairs diagnostics and mobile working solution

	24 hours – 7 days per week
	1
	4 hours

	Reporting solution
	Mon – Fri, Office hours
	4
	3 working days


8 RMBC IT Strategy
Rotherham Metropolitan Borough Council (RMBC) has recently refreshed their ICT strategy for the next three years. 
Most of the initiatives identified with the RMBC strategy will be delivered by RBT who will also be delivering our own, it therefore makes value for money sense to align our project delivery timescales with RMBC’s to ensure we gain maximum benefit for our investment. The table below details complimentary projects that RMBC have planned and associated timescales and should be noted during the detailed programme planning stage.

8.1 Complimentary projects and associated timelines

	RMBC Project Name
	Estimated Project Start 
	Complimentary 2010 Project/s

	Master Data Management (system integration and single view of the customer)
	2008 – 2010 
	Customer Relationship Management System/ Single Customer View

Full system integration/interfaces

	CRM Enhancement
	2008 - 2009
	Customer Relationship Management System/ Single Customer View



	Government Connect
	2008 - 2010
	Data sharing across partner organisations

	Develop a SMS platform
	2009 - 2010
	Enhanced Communications (text messaging)

	Joint Service Centre ICT
	2009 – 2010 
	Multi agency working

	Electronic Documents Management System
	2008 - 2010
	EDRMS

	Network Enhancements including VIOP and wireless
	2008 - 2010
	Consolidated Telephone Service


9 Five Year Architecture Options 

The vision is to develop a service orientated architecture which groups and defines the interactions between systems following the path of the business processes they are supporting.  
This also means that any member of staff can log onto a single view of the customer and immediately view the key information affecting the customer that that time. 

The system should be accessible by every authorised staff member connected to the corporate network to allow full system interaction, transaction progress and access to an electronic version of all documentation relating to the customer. 

“In order to efficiently use a SOA, one must meet the following requirements:

Interoperability between different systems and programming languages provides the basis for integration between applications on different platforms through a communication protocol. One example of such communication is based on the concept of messages. Using messages across defined message channels decreases the complexity of the end application thereby allowing the developer of the application to focus on true application functionality instead of the intricate needs of a communication protocol. 

Desire to create a federation of resources. Establish and maintain data flow to a federated data warehouse. This allows new functionality developed to reference a common business format for each data element”

Various options are available to support the functionality listed, below are three possible options and the pro and cons that may be considered during the solution design phase.
9.1 Option 1 –Integration Hub Model

[image: image2.emf]Hand held computer

Workstation

Workstation

Radio tower

PDA

Uniclass Enterprise APEX Anite

CRM with integration hub

Touchscreen

Internet

Customer

Radio tower

Opti-time

PDA

1st

Touch

Document Management System

Customer

front end

Crystal Reports 2008


9.1.1 Pros 

· No need to have separate database
· Customer hub would remove duplicates and clean data automatically
· Implementation speed may be quicker due to fewer components 

· Give flexibility to add future applications
· Make most of current applications and data.

9.1.2 Cons
· Customer hub would need significant capital investment
· Would need very technical administration 
· Cost for Anite replacement will have to be considered.
9.2 Option 2 – Data warehouse Model
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9.2.1 Pros

· Makes most of existing applications and data
· Medium cost option
· Give flexibility to deploy future applications.

9.2.2 Cons

· Separate database would need administration and support 
· No data migration would need to take place
· Interfaces would need to be fully two way and built from scratch
· Cost for Anite replacement will have to be considered. 

9.3 Option 3 – Best of Breed Housing Management System Option
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Repairs Module


9.3.1 Pros
· Possible lower cost
· Addresses Anite replacement issue
· Off the shelf two way interaction with Anite

· Fully integrated CRM
· Fully integrated customer online service.
9.3.2 Cons

· Rocc interfaces would need to be developed to be full interaction
· Significant investment made on 07/08 to implement Rocc Repairs

· Would need full data migration program
· May require a review of the current Housing Management system.
10 ICT Strategy Investment
Attached below is a table detailing each of the 12 ranked projects and the capital investment needed to deliver it over the next five years. Please note that these are indicative costs only supplied by our partners RBT.  Actual project costs would be determined when detailed requirements have been gathered. 

2010 Rotherham Ltd has no capital ICT budget and all funding would need to be obtained via RMBC, All figures in £ sterling.
It should be noted that 2010 Rotherham have been notified by the new owners of Anite Public Sector (Northgate) that the current housing management system will be migrated to Northgate by 2013, this action would carry an as yet unidentified capital cost which would have to be borne by 2010 as would other costs such as staff time to co-ordinate the migration. 
It is the recommendation of the author that a full requirements gathering and tender exercise is completed, with the remit of evaluating all the available Housing Management Solutions on the market to enable 2010 Rotherham to make an informed decision. 

It is also recommending that site visits are made to reference sites with a view to evaluation other the options on an operational level. 

	Project Name
	2008/2009
	2009/2010
	2010/2011
	2011/2012
	2012/2013
	Total

	Base projects

	Web Enabled Services
	0
	130,000
	44,000
	44,000
	44,000
	262,000

	Customer Relationship Management System/ Single Customer View
	0
	375,000
	125,000
	125,000
	125,000
	750,000

	Full system integration/interfaces
	0
	500,000
	167,000
	167,000
	167,000
	1,001,000

	Full agile (smart) working across 2010
	0
	0
	150,000
	0
	0
	150,000

	System training strategy
	0
	35,000
	0
	0
	0
	35,000

	Data sharing across partner organisations
	Zero cost if customer hub option selected during system integration

	Total
	0
	1,040,000
	486,000
	336,000
	336,000
	2,198,000

	Add on projects

	Touch screen technology (available over internet for outreach working)
	0
	0
	25000

(2500 per screen assumption of 10 screens)
	0
	0
	25,000

	EDRMS
	0
	375,000
	125,000
	125,000
	125,000
	750,000

	Total
	0
	375,000
	150,000
	125,000
	125,000
	775,000

	Stand alone projects

	Telephone system consolidation
	0
	75,000
	0
	0
	0
	75,000

	Multi agency working
	0
	50,000
	0
	0
	0
	50,000

	Lone worker protection
	0
	75,000

(ongoing costs)
	75,000

(ongoing costs)
	75,000

(ongoing costs)
	75,000

(ongoing costs)
	300,000

	Online process mapping
	0
	50,000
	0
	0
	0
	50,000

	Total
	0
	250,000
	75000
	75,000
	75,000
	475,000

	GRAND TOTALS
	0
	1,665,000
	711,000
	536,000
	536,000
	3,448,000


11 Delivery Timelines

Until the requirements for each project have been fully defined and documented it is not possible to put robust delivery dates against each of the projects. However taking into account the project priority and complexity 2010 as a minimum should aim to achieve the targets defined below, more detailed timelines for the next steps of project delivery are contained in Appendix 3.
11.1 Short Term Deliverables 0 – 3 Months

· Links to our partners websites on our own
· Systems training programme

· Web space for voluntary groups.

11.2 Medium Term Deliverables 3- 12months

· Web Enabled Services

· Customer Management System / Single customer view

· Effective Communications

· Telephone consolidation across the organisation
· Lone work protection

· e-Training packages available on the intranet
· Better electronic HR data

· Online process maps

· Business process Re-engineering.

11.3 Long Term Deliverables 12 months to 5 years 

· Touch screens 

· Electronic Document Management System

· Shared information across all systems
· Configuration Management Database (CMDB)

· Smart working

· Pod casts

· Data sharing across partner organisations 

· Develop multi-agency working

· Market Testing of ICT.
12 Appendix 1 – RBT Proposals
RBT are currently working on detailed proposals to meet the requirements detailed in this document. Upon receipt and approval the proposal will be inserted to the 2010 ICT Strategy.
13 Appendix 2 – Strategic Priorities Contribution matrix
Key: 
2010 Strategic priorities
SP1,
Achieve Excellent 3 Start Status

SP2,
Considering options for housing management in the future
SP3,
Develop customer involvement, access and service
SP4,
Establishing and implementing a repairs and maintenance future strategy and delivery
SP5,
Completion of the Decent Homes programme and exit strategy
SP6,
Review organisational structure to meet future needs
SP7,
Carry out an organisational development review
SP8,
Undertake a job evaluation exercise
Audit Commission Inspection Report
1,
Interactive services to be developed………… following consultation with customers e.g. rent statements on line

2,
Investigate IT solutions to develop systems to maximise data collection e.g. e-mail, text etc

3,
Deliver training programme to ensure all frontline staff update customers’ profiles at each contact and directly input data accurately

4,
Ensuring IT systems are modern up to date, fully functional and integrated with other systems where possible to provide a comprehensive picture

5,
Using flags on IT system to highlight outstanding gas services and customer needs for all staff

	Project Name
	2010 Rank
	Description
	2010 Strategic priority project contributes to
	RMBC Corporate priority project contributes to
	Audit commission inspection report item project contributes to  
	Estimated Delivery 

	Web Enabled Services
	=1
	To allow customer to request and track 2010 service via the internet.
	SP1, SP3
	Sustainable Development
	1,2,4
	2009/2010

	Customer Relationship Management System/ Single Customer View
	=1
	Application to provide a single view of the customer across all application and effectually manage all customer contact, including complaints.
	SP1, SP3
	Fairness, Rotherham Proud
	2,4,5
	2010

	Full system integration/interfaces
	2
	To ensure that all customer, business and property information is consistent across all systems, this project may be a review of the current Housing Management system.
	SP1, SP3
	Fairness, Rotherham Proud
	2,4,5
	2010

	Lone worker protection
	3
	System to enable 2010 to protect field based staff.
	SP1, SP4
	Rotherham Safe
	4
	2009

	EDRMS
	4
	Electronic Document management system, to reduce paper files and allow access to customer records from any site.
	SP1, SP3, SP6 
	Rotherham Proud
	1,2,4
	2009/2010

	Full agile (smart) working across 2010
	5
	Remote access to all systems from handheld devises from multiple locations.
	SP1, SP3, SP6
	Rotherham Proud
	1,2,4
	2010/2011

	Touch screen technology (available over internet for outreach working)
	6
	Allow access to 2010 services remotely without the need for customer to have internet access of their own. I.e. placed in libraries and doctor surgeries.
	SP1, SP3, SP6
	Rotherham Proud
	1
	2011/2012

	Telephone system consolidation
	7
	Single telephone system for all 2010 staff that will allow accurate production of call usage and cost information.
	SP1,SP3
	Rotherham Proud
	4
	2009

	Multi agency working
	8
	Sharing of resources with other public sector agencies to create “one stop shops” for customers
	SP1, SP3, SP6
	Rotherham Proud
	4
	2009/2010

	System training strategy
	9
	To ensure that all 2010 system users have completed an accredited training course and tested for competency. 
	SP1
	Rotherham learning
	3
	2009

	Data sharing across partner organisations
	10
	Share customer and client data across all public sector organisations to ensure a consistent and high level of services and to also prevent fraud. 
	SP1, SP3, SP6
	Fairness
	2,3
	2009/2010

	Online process mapping
	11
	All process mapped and available via the intranet to ensure consistent customer service. 
	SP1
	Rotherham learning
	3
	2009


14 Appendix 3 - The Next Steps
Until detailed solutions are drawn up to meet the key requirements of the ICT strategy, it is not possible to accurately plan when each initiative will be delivered.  However detailed below are the key tasks that follow the sign off of the ICT strategy which enable us to move towards the delivery phase of the top ranked priority projects. As shown, upon sign off, we would begin to gather the detailed requirements of the highest priority projects almost immediately.
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15 Appendix 4 - Identified High Level Risks

Key:

	Likelihood
	Impact

	A - Remote/

B - Unlikely/

C - Possible/ D - Probable/

E - Almost certain
	1 - Minimal/

2 - Minor/

3 - Moderate/

4 - Serious/

5 - Severe


	Risk
	Likelihood
	Impact
	Action
	Accountability

	Required funding to complete full ICT strategy not forthcoming. And therefore unable to deliver AC inspection report or Strategic priority initiatives. 
	C
	4
	Investigate possibility of delivering key priority initiatives/business requirements via different other solutions
	J Cocker

	Funding not made available to change housing management system before 2013 leaving existing system unsupported by vendor.
	B
	5
	Monitor risk and determine action plan to offer limited support to existing system in house 
	J Cocker


� Reference 2010Busness plan –part1


� The formation of a JVC may require that these systems are divided to reflect the customer/client relationship.


� Reference Wikipedia 2008
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