DIGITAL ROADMAP 2026-2030

Creating a Connected, Preventative and Data-Enabled Council

Yiy' Shropshire

Council

) Improving outcomes.

&% Transforming services. Empowering people.

PHASE 1:
STABILISE & DECIDE

PHASE 2:
FOUNDATIONS &

OUR CONNECTED
OPERATING MODEL

PHASE 4 \
OPTIMISE & PREVENT BY 2030 WE WILL

CUSTOMERS
& PARTNERS

MULTIPLE
ENTRY POINTS

CRM
PLATFORM

INTEGRATION
PLATFORM

BUSINESS
SYSTEMS

ENABLED
WORKFORCE

DATA & INSIGHT

OUR ENABLERS
(ACROSS ALL PHASES)

At the centre of
everything we do

Digital, phone, email,
assisted, partner
and face-to-face

One customer view,
coordination and
case management

Connecting systems,
services and
processes

Supporting statutory
and operational
delivery

Skilled, empowered
and data-enabled
staff

Reporting, forecasting
and better
decisions

Productivity, prevention
and continucus
improvement
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., Cyber secure
( and resilient
¢ by design

2026-27

Baseline customer journeys
Initial access improvements

Communication & engagement plan

Pricritise channels
Triage & routing foundations
Integration Hub 1 started

CRM decision & procurement
Requirements & design

Governance & benefits defined

Integration strategy
AP| & standards defined

Core integration design

Systemn review & risk assessment
Optimise existing investment
Stabilisation activity

Skills & readiness assessment
Change readiness

Woaorkforce & adoption plan

Data assessment & baselines
Governance & ownership
Reporting foundations

+ High-impact opportunities
+ Al B automation pilots

* Governance & ethical framework

People powered

‘) - skills, change

and adoption

EARLY VALUE
2027-28

Expanded digital access
Case tracking (initial)
Proactive updates pilot

Digital Front Door enhanced
CCaas platform live

Consistent channel experience

CRM platform live (initial services)
Case management & workflow

Customer tracking capability

Initial API platform live
Priority system integrations
Data flows established

Key system integrations
Process improvements

Reduce duplication

Training & digital skills
Mew tools & productivity
Adoption support

Core reporting live
Demand visibility
Data quality improvement

Automate priority processes
Al tools for staff
Productivity gains realised

Ethical and
responsible use
of data and Al

+ loined-up journeys across services

End-to-end visibility
Reduced repeat contact

Channel & experience integration
at scale

Seamless cross-channel journeys

CRM operating as corporate
coordination layer

Cross-service case management

Enterprise integration at scale
API-first approach
Data consistency & quality

Wider system alignment & reuse
Integrated operations
Reduced technical debt

Digital ways of working embedded
Increased productivity
Collaboration tools in use

Single view foundations
Demand forecasting
Perfarmance dashboards

Automation across services
Al-assisted decision support
Efficiency at scale

«7  Partnerships and
(%\\ community-led
"o/ approach

S ACHIEVE

End-to-end digital visibility
Proactive, personalised engagement
High satisfaction & trust

Simpler and more
joined-up services

Greater visibility and
transparency for
customers

Fully optimised channel mix
Al-assisted routing & support

Continuous improvement

Predictive insight in CRM

Al-assisted case management

Reduced demand
and lower

» Continuous optimisation cost-to-serve

Event-driven integration
Improved workforce

productivity and
experience

Real-time data flow

= Advanced orchestration

Modern, rationalised estate
Better decisions

through data
and insight

Continuous optimisation

Lower support cost

High digital confidence
Administration largely automated Stronger prevention
Staff focused on outcomes and earlier

intervention
Predictive analytics

Real-time insight

g - : Secure, resilient and
Data-driven decision making 2 C

future-ready digital
foundations
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Al embedded in workflows
Preventative, predictive models
« Continuous improvement

# > Value for money > Dataasa
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Working together to build a digitally enabled Council that improves outcomes for all




