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ICT Service: Infrastructure, Performance and Future Plans 
 

1.0 Purpose of Report 

 
1.1 This report and accompanying presentation are provided to update members 

of the Scrutiny Management Board on the ICT Service infrastructure, current 
performance and the future plans of the ICT Service to support delivery of 
services and wider transformation programmes.  
 

2.0 Issues for Scrutiny 

Members are recommended to: 

 note the update provided on the ICT Service,  

 reflect on the progress and delivery of the ICT Plan 2018-2022  

 consider the performance of the ICT Service 

 discuss the aspirations, challenges and future plans of the ICT 
Service. 

3.0 Background 

3.1 Since the implementation of the ICT Plan in 2018, the ICT Service has 
progressed the annual action plans which have supported the delivery of 
Council services and wider transformation programmes. Significant focus 
has been placed on ‘putting the customer at the heart of everything that we 
do’ working with front line teams and partners to aim to improve levels of 
service provides to Members, officers and users of Council services.  

3.2 The stability, availability and security of ICT Services is fundamental to the 
success of any organisation. Delivery of the ICT Plan activity over recent 
years has resulted in an improved infrastructure, improved performance and 
improved customer satisfaction. A dedicated team of ICT professionals have 
supported internal programmes of improvement, customer interaction and 
adopted a greater ‘share, learn and improve’ approach with external partners 
and suppliers. 
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3.3 The ability of the ICT Service to respond to the dynamic and challenging 
demands of the organisation has been evident during the organisation’s 
response to the COVID pandemic with Members and Officers being provided 
the necessary equipment to work remotely and ensuring that the ICT 
infrastructure can cope with the increased capacity challenges placed upon 
it. 

3.4 The ICT Service has adopted a continuous service improvement approach to 
aim to ensure that the service provided to Members, officers and external 
stakeholders is high quality and fit for purpose. ICT Service Managers carry 
out business partner roles by engaging with Directorate Managements 
Teams, Service Management Teams and with external partners where 
required. This allows the Service to understand in detail the ICT 
requirements of the customer and wider service being provided. 

3.5 The ICT industry is an ever evolving one with a rapidly changing capability of 
technology and the uses in which it can be employed. Cumbria County 
Council engages with peer ICT professionals and industry networks to 
ensure that future service provision is suitable to our organisational needs. 
Modern technologies are being incorporated into the ICT infrastructure, with 
examples including new hardware and software solutions, cloud services, 
intelligent automation (robotic workers) and Microsoft 365. 

3.6 In assessing the future requirements of the ICT Service, there is a significant 
programme of transformational work relating to the Cumbria Local 
Government Re-organisation programme to transition to two Unitary 
Councils on 1 April 2023. 

3.7 As part of the LGR work, a dedicated ICT workstream is being established 
as part of the wider LGR Governance framework and County Council 
professionals will work in collaboration with District Council ICT colleagues. 

 
Paul Robinson 
Assistant Director Organisational Change 
31 August 2021 
 

  
 
Appendices 
 

 Appendix 1: ICT Service & Infrastructure Powerpoint presentation   
 
 
Previous Relevant Council or Executive Decisions 
 

 No previous relevant decisions.  
 
 
Background Papers 
 

 Cumbria County Council ICT Plan 2018-2022. 


