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Information Technology
(IT) now plays an essential
role in the life of 
everyone ...



Information Technology (IT) now plays an essential role in the life of everyone
and in particular the work of the Council. It is a significant Council resource
supporting and delivering many areas of the business and is a key tool for
business transformation and the further development of services.

IT is not in itself a solution but rather should be viewed as a crucial facilitator
for innovative solutions. It allows ‘thinking outside of the box’ and opens up
the sharing of knowledge, the streamlining of systems and the setting and
monitoring of standards such as data sharing protocols, data quality, etc.

We have therefore developed this strategy that outlines our IT plans for the
next few years and demonstrated a commitment to future technological ad-
vancement through innovative use of IT hardware, software and the provision
of related services.

IT is one of the key assets within the Council and this strategy will ensure that
we have the right tools in place to support the Council’s requirements and
provide improved levels of support to our services and our customers.

Malcolm Pate Clive Wright
Leader Chief Executive

Foreword
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Introduction

Section 1

This strategy addresses the technological and support elements of IT for the next 3 years and also links
these to the delivery of service outcomes. 

The Strategy is underpinned by strong governance arrangements, and specific programme and project
plans, and controls. A full audit of the IT Strategy and the controls that underpin it will be completed 
during the current financial year (2016-17).

A crucial element in realising the IT Strategy will be achieved through delivery of The Digital 
Transformation Programme. 

Digital delivery of public services has been an ambition for the UK for some time. In 1999 the 
Modernising Government White paper set the vision for an ‘information age government’ that relied on
new delivery channels such as the internet. At the same time, we are seeing rapid development of new
technologies, increased integration of public services and significantly different ways of working through
the use of better technologies such as tablets and smart phones. 

The digital revolution is transforming the way that many people and organisations live their lives from
the way we purchase goods and services to the way we communicate with others.

This strategy recognises that there is a significant opportunity for the Council to harness new and
emerging technologies and thereby improve the way public services are provided, which meets the 
expectations of residents. 

Nevertheless, there is a real concern that some of our customers will be left behind if we go digital 
however, it should be recognised that if we do not embrace digital technology within Shropshire the 
entire County could be left behind.

By embracing digital technology Shropshire Council will be able to deliver services in a more efficient,
productive and cost-effective way. 

The strategy details how the training of staff and empowering of residents with IT skills further supports
the case for digital transformation, by ensuring the newly equipped tools are used to full effect.   
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Shropshire Council and its partners including Schools and Academies, Town and Parish Councils, other
public bodies and the voluntary and community sector, work hard to maintain and improve the services
that communities need. 

Those trying to work from home, to complete school lessons and study courses, and to carry out simple 
family and household activities like online shopping, can find it as difficult to do so in some of our 
market towns as in our more rural areas, given current lack of decent mobile signals and broadband
connections.

Shropshire also has a disproportionately older population, with resulting challenges for commissioners
and providers of services including social care and community mental health care. We need to attract
and retain young people and families to live and work in Shropshire to build our communities. This
means ensuring they have access to good or better schools and affordable housing, and have the 
right technological means to access public services.

By enabling Shropshire Council staff, and in some cases those of our partners, to support residents to
access information and services digitally, we empower residents to be safer and more supported in
their homes, whilst delivering cost savings for the organisations involved. 

New communications platforms and interactive tools will give Shropshire’s residents even more 
flexibility in how they search for and secure services. As the customer facing parts of the organisation
develop their strategic objectives, the IT department will enable their work by providing support for all
elements of the work, including access to video conferencing, live chat and further use of social media. 

We also need to attract and develop new business, taking advantage of the investment in the university
alongside the University of Chester. Work is also underway to expand our investment in fibre 
broadband through the Connecting Shropshire project and as a department we must support this work
and ensure our staff have the best access to broadband available to improve services. 

We recognise that it is more important than ever for our young people to be equipped with the 
vocational and digital skills needed to succeed and we will work with School’s and academies to 
provide innovative frameworks to equip a digital future for all. 

It is equally important to recognise that as an organisation our workforce vary in ages and training must
be given that does not favour those who are more technically capable but equips staff or all ages and
abilities with the IT knowledge they need to fulfil their roles and realise their potential. 

Section 2 

The Council 
Vision
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We continue to work with the Government on achieving assured connectivity for everyone. There is 
reduced funding in the public sector and funding of councils within England. This does not recognise
the higher costs of service delivery in rural areas and creates pressure on how we can afford to 
continue to deliver services where they are needed, and ensure that we ourselves demonstrate fairness
in how we do so. 

The council and our partners are already working together to innovate and drive efficiencies alongside
improvement, using and sharing resources in a smarter way. This includes seeking to generate more 
income to help offset reductions in central government funding.

Our Corporate Plan is a key component of the strategic framework for the Council, alongside the 
Financial Strategy 2016/17 to 2018/19. These were approved by Council in July 2016.

These are underpinned by strategies including the IT Strategy, and inform the plans for the Council’s
service and IT teams.

Part of the Council Strategy which is underpinned by the IT Strategy is aligned to ensure that 
Shropshire is as connected as possible and we are continuing to explore how as many areas as 
possible can access good broadband coverage, with Shropshire’s challenging geography and network
issues.

The Council 
Vision

Section 2
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The Council 
VisionThe key values contained within the Corporate Plan that

underpins the Council Strategy are:

Environment

Equalities
and 

Inclusion

Excellence

Fairness

Innovation

Listening

Partnership

Self-
Reliance

leading the way in protecting, enhancing and
valuing our natural resources, and respecting
our historic environment 

treating everyone as equal regardless of their
circumstances and backgrounds, and identifying
and helping people who may need support.

Striving for excellence in every aspect of what we 
do, and using our resources wisely and responsibly 
in partnership with others to maximise their impact.

being fair, open and honest, acting with 
integrity and expecting the same of others

striving to improve, to learn from others, to 
encourage entrepreneurship and to explore
new approaches with enthusiasm

working collaboratively with communities and
partners to benefit the people of Shropshire

demonstrating that we are listening and 
responding to communities, partners and staff
and treating views with respect.

encouraging people to be as independent and
in control of their lives as possible, for as long
as possible.
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The IT Vision

Section 3

IT services must fully support and enable this Council vision and mission and must have an IT vision
and mission to support this.  The IT Vision is: -

“To enhance the Council and support service provision through the innovative use of
IT solutions to deliver value for money, customer focused, high quality and reliable
services”

In delivering this vision IT services will contribute to all the key values set out above in the Corporate
Plan.
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4.1. Strategic Principles
The strategic principles that underpin this strategy are:

• Focus on delivery of the Council priorities as documented in the Corporate Plan
• Modernise the IT infrastructure to facilitate the business requirements. 
• Cost reduction in the provision of IT services
• Focus on improving customer inclusion via digital platforms and solutions
• Enable staff and residents to utilise IT equipment and software

4.2. IT Delivery Principles
The strategy embraces the concepts of integrated and open systems, data management and security,
ease of use, training and support. It supports and complements the Council’s and Departments’ 
business strategies. The strategic principles will be delivered through adherence to the following 
delivery principles:

4.2.1. Information Governance
There is a close working relationship with the Information Governance Team who are responsible for
devising and implementing policies and guidance on all information managed throughout the council
and for ensuring compliance with Access to Information legislation, such as Freedom of Information 
Act 2000 and the Data Protection Act 1998. 

4.2.2. Best Practice
IT will facilitate and support the enforcement of best practice in corporate governance and where 
Information Governance can support integration objectives of IT. Such collaboration will ensure that
there is alignment of both policies and practices across these areas.

The Digital Services team, who create and manage the Council’s websites, will soon be part of the
Local Government Digital Service Standard (LGDSS), demonstrating the organisations commitment 
to best practice. The LGDSS sets out the Government’s rules and guidelines around accessible digital
services and adherence delivers strong customer focussed services which empower residents in their
usage. 

Section 4

Principles
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Principles

Section 4

4.2.3. Meeting Business Needs
IT must of course be aligned to the needs of the business. Strong Governance and Leadership are 
required to ensure that it remains focussed on meeting such needs. The use of IT as a key enabler to
transform and change the business must be accepted at all levels of the organisation and IT must be
viewed as a corporate and strategic asset to the Council.

IT’s involvement in other areas of business must become a pre-cursor to any project and the changes
underway as part of the Digital Transformation program should deliver a lasting attitude shift. This 
perception change should ensure that staff understand the crucial role IT plays in the organisations
present and future plans. 

4.2.4. Best Value
Best Value principles will be applied when providing and acquiring IT Services, solutions, hardware or
software. A supporting business case and cost/benefits analysis will be prepared for all systems and
succession planning and the financial arrangements for equipment and systems will be in place.

The organisations buying power will also be used to best effect and a commercial approach to 
supplying services to partner organisations applied where possible. Through the use and evidence of
best practice, the IT department can work with and support other organisations in Shropshire and bring
additional venue to the organisation. 

4.2.5. Customer Values
The IT service will put the user at the heart of everything it delivers ensuring that the IT required for 
individuals to do their job is reliable, fit for purpose and offers good value for money

The values on which the IT staff embody, and which underpin all our work are:
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A crucial element in realising the IT Strategy will be achieved through delivery of The Digital 
Transformation Programme. 

The IT Digital Transformation Programme consist of 3 projects – Social Care, Business Transformation
and Technology – each of which combines a number of initiatives that formed part of the original IT 
Digital Strategy thinking. 

The Business Case that underpins delivery of the Digital Transformation Programme was approved by
Council in July 2016 and set out options for the blend of early investment in technology and process 
redesign that is required to build the foundations for significant later benefits.

In so doing, the aim is to build stakeholder confidence and commitment to this Programme and this will
be achieved by demonstrating that the Programme offers the best approach to:

• Alignment to the Council’s vision of a digital solution
• The ambition of becoming a more commercial organisation
• Supporting the Customers of Shropshire
• Partnership working

It contains options that set out realistic proposals to generate the value in order to balance the cost of
development at an acceptable level of risk. 

5.1. Principles behind Digital Transformation Programme
The Digital Transformation programme will be designed and implemented through adherence to the 
following principles:-

5.1.1 Rigorous Programme Management
The desired goals and outcomes of the Digital Transformation Programme can only be achieved
through rigorous Programme Management. This will include:

• The production of a robust programme business case
• Strong governance through programme and project boards
• Programme and Project plans
• Robust Risk Management
• Business Process Re-engineering
• A detailed benefits realisation plan

Section 5

The Digital
Transformation

Programme
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The Digital
Transformation
Programme

Section 5

5.1.2. Cloud Computing
Cloud computing has brought about a step change in the economics and sustainability of ICT enabled
service provision.

Through the Digital Transformation Programme the Council is committed to the adoption of cloud 
computing resources and delivering such resources to users as needed (an on-demand delivery
model). In so doing the Digital Transformation Programme will transform the IT estate into one that 
is agile, cost effective and environmentally sustainable.

Instead of hosting applications and data on Council servers and desktop computers, where possible 
all the Council IT applications will be hosted in the “cloud” – a collection of servers, computers and 
software applications that will be accessed via the internet or through the “Public Cloud” network.

The benefits of adopting this approach will be:-
• Risk reduction – by using cloud based external systems we will be greatly reducing our 
dependency on out-of-date hardware and software. These cloud based systems will include
a full Disaster Recovery and Business Continuity provision which again reduces the risk to
the Council
• Low cost – a range of services that are paid for on a consumption basis driven by strong
competition on price and quality
• Security - the cloud based systems are complete in that they include already assured 
security settings together with performance and service management levels that are higher
than those currently utilised internally. 
• Commonality of commodity solutions – a range of best practice public sector IT services and
solutions are available off the shelf so that organisations such as the Council can use what
they need when they need it and not create duplicate services.
• Ready access to hybrid cloud solutions – allowing the cost efficiencies of the “public cloud” 
to be used alongside more secure consolidated data centres and service estate

5.1.3. One view of the customer
Our existing disparate systems are not integrated and therefore customer data is held in more than one
location and is not always consistent. The Council currently hold data on individuals with adults or 
children’s social care needs, information regarding their council tax liabilities, etc., and in future there
should be with appropriate access controls only one data record for that individual.
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5.1.4. One view of the council 
In a similar manner as the need for the Council to have one view of the customer, for the customers
themselves there should be only one contact point for them when they contact the Council. 

The Customer Services model will need to be re-engineered in conjunction with the new software being
implemented as part of the Digital Transformation Programme, so that there will be only one initial point
of contact before they are re-directed to the appropriate service to handle their query. 

Similarly, the initial point-of-contact will also be up-skilled and have the right information available to the
operator to enable 80% of calls to be dealt with at this first point of contact.

Section 5 

The Digital
Transformation

Programme
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The Digital
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Programme

Section 5

5.1.5. Data 
Currently, similar data is held on more than one system and frequently is not identical or compatible.
This has made the provision of Management Information and Business Intelligence time-consuming,
and unreliable.

A key factor to success will be the effective and accurate transfer of data from the existing systems to
the new host systems. Failure to achieve successful data migration will expose the council and its 
customers to a wide range of risks. Some of these risks could be minor -operational issues causing
minimal disruption - and some cause customer irritation. However, there is the potential for major 
failures that could put lives at risk and expose suppliers and the Council to financial failure. Any failings
linked to the systems implementation may result in major reputational damage. 

The world of data is changing rapidly, there has been a growth in the volume of data at rates never
seen before.  Customers no longer rely on single channels of communication they use the most 
appropriate means to access services at the time of need. This creates multiple data capture points,
which needs to be managed effectively if the Council wishes to gain the golden record, develop insight
and accurately analyse its data. 

Terms such as ‘Big Data’ are now commonly used. The growth in data is presenting challenges on a
scale not previously experienced. Whilst the Council may not be currently in a true big data situation 
the migration from a large number of in-house platforms to a few hosted platforms will move us to that
arena. 

The Digital Transformation Programme will ensure that there is only master source for each of the data
sets, to ensure consistency, and provide the opportunity for more accurate and faster Management 
Information and Business Intelligence. In so doing the programme will adhere to and consider the 
following Data protocols:

5.1.5.1. Data Standards
Extracting value from our data along with partner and external data sources will require a data 
governance and management policy. This policy will be supported through a business led team 
consisting of representation from business areas such as information analysts, IT, records 
management, data acquisition and information management. This team will ensure the delivery 
of consistent data standards and an effective data quality regime. 
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5.1.5.2. Data Architect
In order to develop a data migration plan a Data Architect will be appointed to conduct a comprehensive
data review and to develop a plan which delivers a successful migration to the required quality.

The key functions will be to:
• Provide guidance to senior stakeholders in technical aspects of data management
• Evaluate existing data sources to understand the scale and complexity 
• Develop a data migration strategy 
• Develop a validation and testing strategy
• Create and implement common data standards 
• Develop a data cleansing regime for current data sources 
• Establish data regimes for post migration activities
• Investigate the options for long term digital preservation of key data sources

5.1.5.3. Data Appraisal
A key priority of the data architect is to secure resources and tools to evaluate the current data. This
work will help to understand the range of data that is currently collected, the structure of that data, the
naming conventions applied to data, data standards that are or not used and the quality of that data. 
A suitable data tool will be used to automate as much of the data exploration as possible. This tool will
also be required for future daily data appraisals when the new systems are operational. 

Establishing naming conventions for data fields will enable common data concepts to be identified
across the estate of databases. The earlier example of customers being; a client, a passenger or a 
borrower is required to assist with mapping of data to the new host system/s. 

Data standards will identify the current data models. For example, which addressing standards are 
currently applied, what date and time formats are used. For the data to be interoperable there will need
to be common data models. 

Data quality evaluations will be required to identify the potential scale of incomplete, inaccurate, 
non-conforming and conflicting data within and across the datasets. The potential level of duplicates
within a system and then across systems. This will inform the strategy for the creation of a master
record to enable the golden record concept to be achieved. 

Completion of the appraisal will enable the architect to develop the data standards and migration 
options. Options for migration will be dependent on the Council’s tolerance to risk, time and cost.

Section 5

The Digital
Transformation

Programme
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Section 5

5.1.5.4. Data Standards
The development and implementation of common data standards will enable the hosted platforms to
provide a seamless integration of data. Such standards will be developed, agreed and implemented to
the current datasets before migration can be progressed. Failure to apply the standards to existing data
will result in poor quality and inconsistent information which may result in service failures. 

When considering the standards to be adopted the architect will evaluate developments within the
wider public sector. Greater emphasis is being placed on the sharing of data across the public sector to
deliver service improvements, service efficiencies and cost benefits. These are the same models we
are trying to develop within Shropshire Council but on a wider scale. 

5.1.5.5 Digital Preservation
Developing a mechanism for the long term preservation and accessibility of key data sources is an 
essential part of the strategy.  This will ensure that Shropshire Council meets its legal requirements
under record legislation such as FOI, and DPA.  The strategy will investigate the options for digital
preservation, working with the standards and guidance produced by the National Archives and the 
Digital Preservation Coalition.

5.1.6. Channel Shift
The Digital Transformation Programme is committed to a change in behaviours amongst the residents
of Shropshire. Within Customer Services customers will be encouraged to ‘shift’ from contacting the
Council in person or by telephone, and instead complete on-line forms. This will:

• Improve the quality of the data as customers will be responsible for the data input and are
therefore more familiar with their own information (e.g. bank account details for Direct Debit
Council Tax mandates)
• Remove the duplication of effort that currently exists whereby officers are re-keying 
information provided in emails by customers, or via telephone contact.
• Reduce the time and cost is dealing with customer queries, and instead enable greater time
spent by officers in resolving customer issues.
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5.1.7. Provision of the Correct Tool sets
Provision of the correct ‘tool sets’ and training to improve the Council’s ability to deliver. These include:

• Flexible working
• Integration
• Workflow
• Joint working

5.1.8. Quality
Quality for the project and deliverables will be maintained using the following tools, techniques, 
methodologies and processes:

• Discovery and due-diligence – information gathering, stakeholder meetings, requirements
gathering.
• Requirements analysis and prioritisation
• Proposals to include the processes for maintaining, upgrading, replacing and new equipment
and services
• Prince 2 style templates used for key documents tailored for ‘best practice’ and IT Strategy
Programme use.
• Tendering and Procurement are to be done in compliance with the council’s policies and
processes

5.1.9. Cultural Change
Implementation of the Digital Transformation Programme will involve huge cultural change through the
organisation. To enable this to be enacted successfully the programme will include:

• A Change Management stream to enable cultural change in people’s attitudes, behaviours
and ways of working.
• Exhaustive training of staff – not only in how to use the new systems adopted, but also in the
business processes and the policies and procedures that underpin them.
• Updates to Standard Operating Procedures and the publication of these on the Council’s 
intranet pages, so that there is no uncertainty in how the processes should be transacted.
• Robust communications through the life of the programme, not only to the business but to
residents of Shropshire.

Section 5

The Digital
Transformation

Programme
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Section 5

5.2. Social Care
Through the initial investigation and analysis of projects within the Digital Transformation Programme, 
it became evident that the Social Care Project warranted an accelerated path to deliver urgently
needed system capability. This is required to inform better management decisions which will drive 
down the rising cost of providing social care to adults in Shropshire.

New system tools and workflow processes are urgently needed to replace a system that was designed
for the way the social care service was operated in 2003.

The objectives of the Social Care project within the Digital Transformation Programme are to:
• Ensure that the quality and delivery of social care services for the adults and children 
of Shropshire are provided in the most cost effective way.
• Reduce the ongoing cost of running these services in line with the overall reduction of 
local authority budgets.
• Provide the necessary systems and integration to manage a commissioning based 
business model.
• Provide management information reporting tools which will provide the ability to drive 
greater efficiency from service and contract delivery.

These changes will remove the significant manual effort which is currently required to provide better
management visibility of wider health and social care services.
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5.3. Business Transformation

5.3.1. Background
There are currently 200 applications and over 600 databases in use across the Council.  This “Best of
Breed” approach causes problems for the quality of services delivered, integration of technology and
the maintenance and quality of data. Of these 200 applications approximately fifty applications are 
supporting the corporate processes such as the multiple CRM systems, Management Information /
Business Intelligence (BI), finance, procurement, HR, payroll etc.

Key Organisational and Corporate Information Systems have been in place for many years but these
are no longer “Best of Breed” and are now constraining the growth and development of the Council.
More importantly the majority of IT time is now spent keeping these systems updated and aligned 
instead of providing innovation and supporting IT developments.

In not adopting and implementing this project there is a high risk that the Council will face a continued
increase in the costs of supporting an increasing number of applications with complex interfaces. 
Furthermore a major IT system outage is more likely due to the number and complexity of the systems
particularly during a system upgrade.

The Business Transformation Project consist of 3 streams of activity that together will deliver the 
objectives of Business Transformation and the Digital Transformation Programme as whole. These are:

• Enterprise Resource Planning (ERP)
• Digital Customer Services through the deployment of a CRM solution
• Other Applications

Section 5

The Digital
Transformation

Programme
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5.3.2. Vision
The vision of this programme is to rationalise the current application portfolio, build a data warehouse
and install a consolidated corporate system known as an Enterprise Reporting and Planning (ERP) 
solution.  This ERP IT solution would integrate the Council’s CRM system, HR and finance systems 
and include full performance reporting and business intelligence capability to the Council. 

This will be delivered through:
• Rationalisation of the application (200+) and database (600+) portfolio as appropriate
• Self-service and intelligent workflow
• Integrated Business Information with dashboards and drilldown
• Applications enabled for use with mobile devices

5.3.3. Benefits
The benefits of implementing this Business Transformation Project are: - 

• Streamlined lean business processes that will enable staff to more effectively and efficiently
and improve staff satisfaction.
• Improvement in data quality and real time information
• Improvement in information and performance management reporting
• Lifecycle activity fully linked to the financials through one CRM system
• Rationalisation of systems, licences and vendor costs
• System management around interfaces between systems will become less arduous and
easier to maintain 
• Ensuring Shropshire Councl’s compliance with relevant records legislation eg FOI, DPA
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5.4. Technology 
The Technology Project within the Digital Transformation Programme exists as an enabler to the Social
Care and Business Transformation Projects, and to the wider Council as a whole.

This project consists of a number of sub-projects to deliver this vision. These are:

5.4.1. Data Centres and Infrastructure Platforms which will:
• Document the data centre and infrastructure needs of the council and its key initiatives; 
Digital by Default.
• Evaluate the technical options for the provision of data centre and infrastructure services.
• Build relationships with other public sector organisations and evaluate options for 
collaboration.
• Engage with suppliers to gain a solid understanding of the market and pricing models.
• Propose tactical solutions to ensure that the council can support and maintain existing 
functionality during the transition to a strategic approach for ICT provision.
• A very high level assessment of existing applications to determine their suitability for various
hosting solutions.
• Produce the strategy for data centres and infrastructure to support the council’s future 
initiatives.
• Support the Business Continuity and Disaster Recovery Programme

5.4.2. Mobile, Flexible and Agile Working
The prime objective of this project is to enable the Council’s workforce to work within a more mobile,
agile and flexible working environment. In so doing this will:

• Provide greater flexibility to the workforce
• Enables the rationalisation of estates as significantly less office space would be required
• Reduced cost of delivering IT services to business
• Increase collaborative ways of working

Section 5

The Digital
Transformation

Programme
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5.4.3. Networks and Connectivity
The aim of the Networks and Connectivity Project is to formalise a strategy and vision around networks
and connectivity. This will consist of;

• A strategy for replacing end-of-life LAN/WAN network switches – a total of 410 across 216
sites. Much of this plan has already been achieved with over 200 replaced during 2016.
• A strategy for the network, taking into consideration site/service rationalisation plans (86 
sites at present), and future user projections. As part of this work to examine the total cost 
of owning and running the network, including cost of contracts.
• Examining the need for Wi-Fi connectivity for Council sites as not all are connected, taking
into account site/service rationalisation plans and future user projections, and any statutory
or mandated requirements e.g. Social Care. This is intrinsically linked to the ‘Agile and 
Mobile working’ initiative.

5.4.4. BluPrint
The objective of the BluPrint project is to migrate the Council’s existing MFDs to BluPrint and the use 
of our software can generate the output and email electronic documents from Shropshire Council to 
our customers and in turn reducing the need for print. This will further decrease the need for MFDs 
to be placed within teams.

The solution will be a 3-tiered one consisting of:

• Tier 1 consisting circa 20 devices, council owned available at key sites and will have a pull
print solution available to all staff. The cost of solution will be procured as a single 
procurement.

• Tier 2 devices that are directly connected to output from systems and/or directly linked within
the larger teams. These will be reviewed and replaced with higher value for money 
alternatives with greater green credentials.

• Tier 3 devices will be negotiated with teams and rationalised where possible. We will 
approach them once the business case has been approved. If teams are changing their 
status we will novate the leases and or return where possible to supplier if no residual 
costs are involved.
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As well as the BluPrint objective, this project will also rationalise the use of post and standardise output
and achieve the maximum savings and discounts on postal services within the organisation and make
better use of our print equipment. Further rationalisation will take place leaving only machinery to 
manage the core business.

The BluPrint project has been underway for two years prior to being subsumed into the Technology
Project within the Digital Transformation Programme. 

A 30-day trial has been scheduled for the rationalisation of the MFD fleet as well as the new software to
monitor staff usage of printers and enable new features of the fleet. The trial will be undertaken towards
the end of 2016 in the Customer Service Centre (CSC) as their team have varied printing and scanning
needs. 

If deemed a success, the trial will form the basis for the rationalisation of the MFD fleet across the 
organisation and a roll-out of the software to monitor printing. The combination of the new more cost 
effective printers and use of software is predicated to deliver immediate and lasting cost savings whilst
enabling staff to better use the scanning devices, which will lead to a more digitally capable workforce.

BluPrint has already redesigned and achieved staff savings and staff post reductions. The annual print
budget has been reduced substantially over the last 2 years, including staffing levels, accommodation
and machinery costs. Further reductions in costs to other teams will continue to benefit Shropshire
Council as a whole.

Section 5

The Digital
Transformation

Programme
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Disaster 
Recovery and
Business 
Continuity 

Section 6

IT and The Council believes that having adequate Disaster Recovery and Business Continuity (DR/BC)
systems and processes is essential to ensure continued service provision in the event of the ICT 
systems being unavailable.

A project has been initiated to deliver against this strategy with the emphasis on essential core 
systems. This project is engaging with business areas to ensure accurate and feasible requirements
are captured, recovery processes created and documented and that these processes will be fully
tested.

The Council’s DR documentation will be aligned to ISO 22301 standard and a CMDB will be created
from the service mapping exercise being undertaken as part of this programme of activity.

IT is working closely with the Audit and Risk Management teams to ensure that the DR/BC 
arrangements are suitable and sustainable and aligned to the Digital Transformation Programme. 
Due to the strategic importance of this project, progress in delivering the full DR/BC capability is 
monitored by the Risk Management and Audit teams within the Council.

One of the first deliverables of that project was the set-up and use of the Nuneaton Data Centre as our
prime back-up facility. All the Council’s IT systems are backed up there and the centre also provides 
facilities for 20 desks with full connectivity to the system should the Council offices in Shirehall be 
unavailable. Remote connection to the Nuneaton Data Centre is also possible.

The internet feed to Nuneaton has been established in order for us to switch internet traffic via that
route and the next deliverable is to make that an automatic failover process.  
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7.1. Lync Migration
MS Lync has now been deployed to all council staff as their voice platform. This will allow the 
cancellation of a large number of maintenance and service contracts which were held for the previous
systems. In so doing this will contribute to the key strategic deliverables of cost reduction

7.2. End User Hardware Replacement
Replacing the end-user hardware will ensure the strategy of using up-to-date technology is adhered 
to and will provide a cost saving. The new hardware will be coupled new training on the learning pool 
platform (available from January 2017) to enable staff to best use the new equipment. 

This initiative commenced early in 2016 and is currently 50% of the way to realising its outcomes.

7.3. Corporate Network Switch replacement
The initiative which formed part of the previous strategy continues and is 90% completed. It is 
necessary so that the Council maintain its PSN compliance. 

7.4. Mobile Phone Contract
Renewal of the Mobile Phone contract, which is planned to be agreed before December 2016, will 
address the strategic requirements of improved connectivity, whilst also reducing existing cost levels.

Trials of phone signal strength were held across the County in October 2016 and the results have been
used to help identify the most appropriate network for the organisation.   

7.5. Software Asset Management – Snow Software Application
This software, which was procured in 2016, has recently been implemented. The software assists 
in managing the licencing liability of the Council, which will help meet the strategic targets of cost 
reduction (through the removal of unused licences), and enable IT to monitor usage. It also will provide
the Council with a central database for all IT contracts.
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7.6. Education Technology Services (Schools Support)
IT are fully committed to supporting and developing the integration of technology at all levels of 
education. Our strategy is to continue supporting education establishments within the county through 
a combination of expert advice, first class support and utilising robust hardware.

‘Inspire to Learn’ is part of a more commercial approach to the offering of services from Shropshire
Council. The Government’s agenda for academisation of Schools has given extra impetus to Local
Government to provide services in new and more commercial ways, as other organisations move 
into the marketplace.

IT have created a partnership with ‘Inspire to Learn’ to meet the challenges of the grammar school and
Academy agenda. The aim of this partnership is offer cost-effective IT services on an ‘on-demand’ or a
bespoke basis, so that schools and academies buy the IT services they need, rather than being forced
into buying a general package.

Academies can access individual parts of the ‘Inspire to learn’ package and as IT services for Schools
are already available from other businesses, it is crucial that the offering from Shropshire Council 
remains competitive and innovative. As such, the IT department will work with schools and academies
using the Inspire to Learn brand to develop robust service offerings which support the new commercial
approach. 

7.7. Training for staff 
Training staff to use the hardware and software provided to them is an important part of IT’s role. The
Digital Transformation program will deliver new and innovative tools and supporting staff to use them 
to their full effect is crucial in realising the added value. 

Working across the organisation, the IT function will work with HR/OD to develop training using the new
Learning Pool platform (an online learning platform being used from January 2017) and other initiatives,
to provide cost effective and interactive training packages, covering a number of areas. The use of IT to
teach IT is nothing new, but an organisational shift to empower staff to better use IT is required and it is
hoped that the impetus from the Digital Transformation program, coupled with new training measures
and dedicated communications, will deliver a lasting and beneficial legacy.  
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7.8 Digital Champions
Organisations across the Country have been offering “Digital Champions” for a number of years. These
roles have taken different forms but all have the similar theme of supporting people to use technology
to its full potential.

At Shropshire Council, the idea of digital champions is being looked into and ideas include: 

• Digital champions to train staff internally, these would be existing members of teams who
provide hands-on IT support within their department;
• Employed or volunteer Digital Champions showing people in their community how to be 
digitally capable. These individuals could be trained by Shropshire Council and then 
supported to provide specific digital services for us and our partner organisations. The 
benefits of having residents to be more digitally capable include:

• Residents could be more included in society using digital communications platforms;
• The work will support residents to overcome loneliness and social exclusion;
• More cost effective for service providers as providing information, services or the 
application process for services digitally is far cheaper than traditional forms such 
as face-to-face or via a call centre;
• Provide residents with access to cost savings, for instance a digital champion 
could support a resident to access cheaper utilities. 

• The Digital Champions could receive training provided on the Learning Pool platform making
it cost effective to teach the skills needed. The same e-learning packages could also be used
for staff to further improve their skills. 

Other organisations methods for accessing and using Digital Champions are currently being looked into
and whatever form the service takes will be fully supported by the IT department. 
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The Corporate Plan that supports the Council Strategy is to actively seek out commercial opportunities
to reduce the financial burden of the Council.

Similarly the aim of the IT department is to support this strategy by enabling business areas within 
the Council to sell their services efficiently and non-geographically. The Council’s Human Resources, 
Property and Finance teams already sell their professional services to external bodies, and IT support
these by providing the necessary hardware and software to enable this.

IT also has an expending commercial focus that provides IT services to external organisations. These
currently include educational establishments, Shrewsbury Town Council, The Fire Service, STaR 
Housing and Marches LEP. This is expected to increase over the next few years, as IT seeks out further
commercial opportunities in line with the Council Strategy.

A commercial IT offering could be made to partner organisations and those in the third sector, in a 
similar way to works underway within the communications department. An IT and Communications
package would be far more commercially viable as they complement one and other immensely. 

All commercial opportunities will be looked into and explored by the department as a whole to deliver
added revenue streams where possible. 
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IT performs a fundamental role in enabling and supporting the Council to carry out its business and 
deliver efficient and effective services to the community of Shropshire.

Strong governance will ensure that the investment in technology is prioritised, resources are used to
best effect and that the financial and organisational impact of new technologies is fully understood and
embedded in new ways of working.

9.1. ITIL
ITIL, (Information Technology Infrastructure Library) describes processes, procedures, tasks, and
checklists which are not organisation-specific, but can be applied by an organisation for establishing 
integration with the organisation's strategy, delivering value, and maintaining a minimum level of 
competency. 

ICT are adopting the ITIL service management methodology. It has been recognised that in line with
continual service improvement the, internal processes of ICT should be reviewed. 

3 key areas have been undertaken initially: Service Mapping, Incident Management and Change 
Management. All 3 are designed to increase the knowledge of the service delivered and to then use
that knowledge to increase the control of that service. 

Over recent years IT’s role has reduced in the implementation of line of business applications for the
wider council, IT’s understanding of and its ability to support those systems has also reduced as a 
result. Activity in these areas will help to redress deficiencies in IT’s understanding and thus overall
control of IT services.

9.1.1. Service Mapping
Service Mapping – this has provided the team with the skills to undertake end to end service mapping
as an aid to understand the links and dependencies of our systems and processes.  By undertaking this
activity aids the development of processes  for troubleshooting and recovery of infrastructure and 
systems.
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9.1.2. Incident Mapping
Incident Management – the previous process has been reviewed and improvements have been
identified in order to enhance the incident management for our customers. This new process has been
documented and will continue to be developed to provide improved Management Information.

9.1.3. System Change Control
This is a core part of the main ITIL adoption and provides control both internally to operational ICT, 
externally to the wider business and to ICT’s 3rd party customers.

The change management process is designed to control, document, and improve change activity to IT
systems and services that are undertaken by IT.  Operational IT has had a basic change management
process in use in key areas and this has worked effectively for a number of years. Extending the 
existing process to all of IT was not initially feasible so a new process was created.  Since its recent
adoption the new process has been working well and provides an appropriate level of control when
changes are undertaken by IT.  The process does require external areas requesting activity from IT 
to complete the change process. Use of the process captures essential information and encourages 
detailed planning to promote successful change.  This prescriptive approach provides additional control
that previously has not been in place in certain areas.
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9.2. System and software procurement
Our ambition for IT is to move corporately to a Cloud based IT environment and support for our mobile
and flexible working objectives.  In order to achieve this it is recognised that some financial investment
may be required to ensure IT systems deliver maximum efficiencies, which fit with the wider Council
strategy and also adhere to changes in government legislation including Public Services Network (PSN)
compliance.

The purpose of the IT procurement process is to outline the rationale for the request and provide 
as much information as is available at this early stage. It outlines the reasons for undertaking the 
procurement, and will examine:

• Adherence to the Council’s IT Strategy (move to Cloud based ICT Environment)
• Where possible, reduce amount of IT systems (identify if a system we already have that 
can accommodate this requirement)
• What are the Business Objective/Benefits?
• What are the Planned Results/Improved Outcomes & Efficiencies?
• Identify estimated costs, budget and any savings
• Justify the reasons for procurement and identify the proposed route of procurement
• Options appraisal
• Risks

The process is managed through the IT Approvals Board. The board assesses feasibility, cost, 
suitability, other initiatives and the available ICT resource in its deliberations, and takes into account 
the implementation of the Digital Transformation Programme, so that no long-term investments are
made in systems or technology that will be superseded unless there is an immediate need to do so.
The board consists of key stakeholders from ICT and Governance, and meets on a fortnightly basis.
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9.3. PSN
Using the Shropshire PSN as a delivery vehicle we will continue to ensure that personal information is
stored securely and that all IT assets remain compliant to government

9.4. Audit
IT is audited on a risk basis by the Council’s Internal Audit Service in compliance with the Internal Audit
Charter. Internal Audit enhances and protects IT’s value to the Council by providing the risk based and
objective assurance, advice and insight.

9.5. Council Governance
IT works directly with the Council’s information Governance team to ensure that the Council’s IT service
and related business activity is in line with current legal and best practice requirements. The Council’s
continued PSN certification is evidence that effective control in this area is maintained.

9.6. Risk Management
IT works closely with the Risk Management Team to capture all relevant risks and to identify all feasible
activity to mitigate those risks. 

As IT is a service that underpins much of the Council’s activity, operational risks feed into Corporate
Strategic risk. The fundamental nature of IT delivery to the operation of the Council means it has a 
large number of risks generally rated higher on the risk scale. Improved risk management within IT 
has increased control in this area over the last 12 months.
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9.7. Financial Management
This strategy recognises that IT Management need to continue to work closely with our finance partner
to ensure IT meets its budgetary responsibilities.

9.8. Adoption of Industry Standards
In implementing this strategy The Council will adhere to industry standards. These include

• ITIL3
• TOGAF9
• PRINCE2

9.9. Monitoring of services
New customer focussed feedback on the organisations IT service will be introduced, including regular
satisfaction surveys for staff and those accessing services. The feedback will be used to change and
improve the IT department’s service and the department’s customer grading can be used commercially
to attract and keep business. 

The satisfaction survey will use “Survey Monkey” to seek information as the platform is available via 
an existing organisational contract and the responses can be quickly and easily converted into usable
data. A simple and understandable satisfaction ratings system will be used to ensure the IT department
are accountable for their workings across the organisation. 
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The benefits of implementing this IT strategy area as follows:

• Provide a better and more consistent user experience to Citizens, users and staff
• Maximises the benefits to the Council not individuals departments
• Maximises the value for money and prevents duplication through centralised IT purchasing
• Provides better strategic planning of Council IT services
• Provides a centre of excellence for the provision of all IT services
• Enables one point of contact for all IT users and one service desk
• More secure and resilient IT systems
• Provide agreed and published SLA and OLA to the business
• Improves staff recruitment, retention and development
• Supports the enhancement and preservation of the corporate brand
• Deliver commercial opportunities through the delivery of IT and in the support of other 
services
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• Council wide approach to IT is not possible and the Corporate Plan and the Council Strategy
are compromised
• Standards and service levels to the users are variable.
• Staff will leave the Council for career promotion and development
• Money is wasted on localised procurement
• Brand and reputation of IT is compromised

Section 11
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BAU Business as Usual
CMDB Configuration Database
CRM Customer Relationship Management
DR/BC Disaster Recovery and Business Continuity
ERP Enterprise Resource Planning
IT Information Technology
ITIL Information Technology Infrastructure Library
MFD Multi-Functional Devices
OLA Operating Level Agreement
PSN Public Service Network
SLA Service Level Agreement
TOGAF The Open Group Architecture Framework
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This strategy has been prepared with reference to other Council papers. These include:

The Corporate Plan 2016

The Financial Strategy 2017-18 and 2019-20

The Digital Transformation Business Case
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