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Report to 2010 Rotherham Ltd

ITEM NUMBER: 7a

	MEETING:
	2010 Board


	DATE:
	5th Feb 2008


	TITLE OF REPORT:
	2010 Rotherham Ltd ICT Strategy


	ACTION REQUIRED:
	Decision 


	FINAL DECISION TAKING BODY:
	Board (although funding decisions may sit elsewhere)


	CLASSIFICATION:
	Public


	RECOMMENDATION(S):
	The Board is recommended to:

1. agree the ICT Strategy and the priorities contained within; and

2. Direct officers to seek the required funding from appropriate sources to implement the strategy.


	EXECUTIVE SUMMARY:
	2010 Rotherham Ltd issued its first ICT Strategy in January 2007; this document takes forward relevant priorities and is based on widespread consultation with staff and customers.

Comments from the Audit Commission have steered the consultation and proposals within the strategy which, if fully implemented, will meet the standards required of a 3-star ALMO.

To implement all the recommendations will be a costly business (c. £3.5m); external funding will be required to meet the initial capital outlay.  Longer term, more efficient, inter-related ICT systems will generate business savings.


	REPORT AUTHOR AND 

CONTACT DETAILS:


	Name: Jon Cocker

Job Title: ICT Client Manager

Tel: 01709 334380

Email address: jon.cocker@2010rotherham.org


	IMPLICATIONS:
	

	CONSULTATION:
	Workshops to identify the required initiatives and corporate priorities were completed with 2010 SMT, Managers Forum, 2010 Staff Forum, Customer Borough Wide Forum and Repairs Customer Satisfaction group.



	FINANCE AND VFM:
	The total estimated cost of implementing the 12 priority initiatives detailed in the ICT strategy over the next four years is c. £3.5m.  It is anticipated however that the implementation of key initiatives, web enabled services for example, will deliver efficiency savings to the business in terms of cost per transaction. 

	RISK:
	The current housing management system, Northgate OHMS (Anite) is due to be de-supported in December 2013 which would carry an unacceptable degree of risk to the business if we continued to use and store customer data on that system.

The Audit commission report contained various recommendations around the current ICT infrastructure and detailed areas of functionality and information transfer that should be in place; without agreement to fund the initiatives it may not be possible meet all the recommendations.

	LEGAL:
	Systems licences will be required to comply with intellectual property rights. 

	PERSONNEL:
	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. 

	ENVIRONMENTAL:
	All equipment disposals will be completed in compliance with the WEEE directive. 

	EQUALITIES/DIVERSITY:
	As part of the planning of each project an equalities impact assessment will be completed. 


	Introduction

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.

Methodology

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?

Summary of findings

Following the consultation workshops the overwhelming opinion of managers, staff and, most importantly, customers was the need for 2010 Rotherham to invest in three key ICT projects: web-enabled services; a customer relationship management system; and to ensure systems are fully integrated to “talk to each other” (a full priority list can be found on page 18 of the ICT Strategy).

Web Enabled Services

Providing the ability for customers to access and review relevant information and to provide functionality to interact with 2010 Rotherham via the internet at any time of the day or night.  Some of the key online transactions that were highlighted as needed were:

· Rent enquiries (outstanding balances etc)

· Paying rent

· Booking Repairs – and track progress

· Housing applications – and tracking progress

· Leaving a Comment , Complaint or Compliment – and tracking progress

· Reporting Antisocial behaviour - and tracking progress

· Providing “how to” guides

Customer Relationship Management System (CRM)

To install a system that simplifies, speeds up and, most importantly, increases the quality of the information and advice we provide to customers when they contact us.  A CRM will allow 2010 staff members a single view of all relevant customer information without the need to go into separate systems; it will also allow us to capture, and therefore provide reports on the frequency that customers need to contact us, why they have called and what we have done to answer the request.  Information of this type will allow 2010 Rotherham Ltd to tailor services to meet customer demand and therefore improve customer satisfaction and business efficiency.  Key functions need from a CRM were highlighted as:

· One account number for all customers

· Single view of all relevant customer information

· Ability to retrieve and update information on all core systems (push – pull) 

· Ability to pass tasks to other staff members (workflow) 

· Ablility to capture and hold customer satisfaction information

· Display relevant customer warning and information flags (i.e. Gas service overdue)
Full System Integration

A project to link all the core information systems and share data across them.  This will ensure that information about customers and properties is consistent, up to date and not duplicated. 

Costs

All costs detailed in this paper have been provided by RBT and are indicative only.  More detailed and actual costs will be produced during the design phase of any resulting project and will be subject to a rigorous procurement and requirements gathering exercise to ensure that the company achieves an optimum balance of value for money and quality of the procured ICT systems.  Individual indicative project costs can be found on page 27 of the ICT Strategy.

Clearly the initiatives contained in the ICT strategy will require a capital investment not currently available to 2010 Rotherham Ltd and additional assistance will need to be sought from the Council and other potential funders through e-government initiatives.  
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