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"Realising the benefits from our
investment in e-government"
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Local Context

Stratford on Avon District Council (SDC) undertook a review of its progress against
national and local requirements. As a result, a major review of the E-Government
programme was undertaken and additional resources (both in staffing and financing)
provided to enable the Council, not only to achieve the national targets, but provide a
sustainable and robust infrastructure which is capable of meeting the demands of all
its customers and ensure that efficiencies in the new procedures are felt by citizens,
businesses, visitors, and all other stakeholders.

��

Unfortunately, the Council has not been able to recruit to 3 key posts - Business
Development Manager, Information and Security Officer and Server Integrity and
Controls Officer and this has had impact on progress with key projects such as
CRM, Remote Access, E-Procurement, Business Continuity, baseline and efficiency
targets. Plans are being put together to address these delays and discussions have
already taken place with IDEA and ODPM. Specialist recruitment agencies are being
used to provide specialist support which can bridge the gap of the vacant posts.

Progress has been made on key areas such as the Website. The Council launched
its new site on 28 April and immediately achieved 42 in the SiteMorse rankings on
accessibility and usability. The previous site had been ranked 448.

May saw the launch of the Council’s Contact Centre, which has been achieved in
partnership with the Warwickshire On-Line Partnership. The ICT Infrastructure
projects are all on targets providing the Council with a robust and flexible
infrastructure.

The refurbishment of the Council’s Head Office was also completed and a new
network/telephony system, providing Voice over IP capabilities, flexible working and
maximum use of office space.

The renovations have provided improved audio/visual facilities, both at Council
offices and remotely. Forums such as Planning Committees can now present all
plans, drawings and photographs through digital presentations, as well using video
to enhance the presentations. The next stage will be to introduce live web-casting of
key Council Committees.



3

The Council’s printing facilities have also been enhanced and all staff use multi
function network devices and all desktop printing, scanning, faxing and individual
photocopiers are being phased out. In addition the central Printing facilities have
been upgraded to ensure that the customer still has total choice in which way they
wish to receive services, but the output from both the Printing Services and the
network devices are more environmentally friendly and will in time reduce the
amount of printed paper significantly.

Finally, to fully exploit all the systems being introduced, the Council has recruited an
ICT Training Officers to work with staff, Elected Members and key partners to deliver
a skills programme which will provide tailored training and development to ensure
that all stakeholders are able to make maximum use of the full functionality of all
relevant systems. In addition, a full marketing exercise is planned to introduce the
new methods of interacting with the Council to ensure that our citizens, visitors and
businesses also get maximum benefit from the new service delivery methods.

In IEG4, the BVPI 157 figures fell, due mainly due toe the re-direction of CUPIDS
into the relevant PIDS. We are now back on track and current performance is 79%,
with the aim of being 100% in October 2005. This is due mainly to the development
of the Council’s new Website.

In summary, the Council remains committed to the E-Government agenda and the
efficiencies that it will bring, not only in customer experience, but to the overall
performance of the Council. 
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�����������
������
(i.e. telephone interactions where officers can
access electronic information and/or update
records on-line there and then, including
interactions in contact centres)
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�>������ ���� �>������
(i.e. front-line operations where officers can
access electronic information and/or update
records on-line there and then, including
interactions at reception desks, One Stop Shops
&amp; home visits)
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���-�% ���'�����&���+�&�# ���(�����)�"�( ���#���#�!�������- �����#�� ���-�% ���-�# �������! ���(���!����

���	�
���� ���������	���������� �.��� ����
(e.g. BACS, text messaging)
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�����6�#�.�
�!

���5�/���� �����/���� �����/���0 ���0�/���1 ���1�/���?

�K ���)�*�+�#�� ���� �#�.�#�-���+�&�#�% �!��� �*�#�-�� �������-�������������-��
�������#�!���#�% �'���� �B�3�	��

�5�0�� �5�1�� �5�?�� �5�=�� ������

�K ���)�*�+�#�� ���� �#�.�#�-���+�&�#�% �!��� �*�#�-�� �������-�������������-��
�������#�!���#�% �'���� ���#�<�� �*�#�������"�# ���� �����(�#�� �#�&�#���������-����
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�� �� ���� �4���� �4�5��
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�4�� �4���� ������ ���5�� ���?��

�������������	��

������ ���������	����������
(e.g. cash office, post)

�K ���)�*�+�#�� ���� �!��� �*�#�-���� �������#�!���#�% �+� ���(�#�,�)�# ����
�����(�#�� �-���-�.�#�&�#���������-���� �������*

�=���2������ �?���2������ �1���2������ �0���2������ �����2������

�K ���)�*�+�#�� ���� ���(���-�"�# ���� ���%�%���#���� �-���������������������-��
�������#�!���#�% �'���� �-���-�.�#�&�#���������-���� �������*

���2������ ���2������ �4�2������ �4�2������ �4�2������

�������������	��
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�*���-�#� �� �A���� ���������/�0 ���-�$�����%���2 �!�&�#�����# ���-���&�)�%�# �+�#���� �#�������*�����#�� ���� ���#�'�#�-�)�# ���-�% �����!�������&
�#�<�!�#�-�%�����)���# �#�'�#�- ���(���)�"�( ���(�# �����)�-�����& �*��� �-���� � �#�� �(���'�# ���������������&�&� ���!�!�����'�#�% ���(�#
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�B�����6�$�����% �������6 ���N�� �A�����$�����% �������6 ���N��

�������"�����*�*�# �
�#�����)�����# ���4�/���� ����
���5�/����

�����/���� �����/���0 ���0�/���1 ���1�/���?
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�� �� �� �� ��

�������������	��

���������< ���5�*�&�"�5�#�#�# ���5�"�&�*�5�#�#�# �"�*�"�5�#�#�# �&�'�#�5�#�#�# �&�'�#�5�#�#�#
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�������	������ �( �� �<�������� ���������1�������������	 �������-���������� �������������������
 ����������
���(�# �����&���)�&���������- ���� �#�����������#�-��� �"�����-�� �������* �&�������& �#�.�"���'�#���-�*�#�-�� �(���� �+�#�#�- �%�#�����"�-�#�% ���� ���&���"�- �$�����( ���(�# ���!�!���������( ���� �*�#�����)�����-�"
�����(���#�'�#�*�#�-�� ���"�����-���� ���(�# �#�����������#�-��� �"�����-�� �������"�#�� ���#�� ���)�� ���- ���(�# �C���-�)����� �������� �������������#�-��� ���#���(�-�������& �������# ���������� ������ ���������& �����'�#���-�*�#�-����
�����-�6�� ���� �&�������#�% �$�#�+�������#�� ���- ���(�# �����+�&�# �������#�� ���&���� �������#�� �� �6�#� �����)�����# ���� ���)�!�!������ ���- �����&���)�&�������-�" �����"�)���#����
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