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YEAR 1 DELIVERY PLAN FOR ICT STRATEGY

This plan provides a high level overview of the work which will take place over the coming year. 

It is structured around five interlinked key strands:

1. Provide a fit-for-purpose ICT Service to support Cumbria County Council to deliver its services to customers, suppliers and partners.
2. Achieve risk reduction and increased information security whilst providing effective service provision.
3. Build strong, lasting relationships with key public sector partners, technology suppliers, and other organisations.
4. Use a range of measures, processes and practices to achieve overall financial savings whilst maintaining or improving quality of service.
5. Source and provide appropriate technology and best practice to enable business transformation whilst maintaining the flexibility to adapt to 
legislative, national and local drivers.   

1. Provide a fit-for-purpose ICT Service to support Cumbria County Council to deliver its services to customers, suppliers and partners.

Aim – to improve the ICT service and the council’s use of technology to enable service improvements, manage demand, improve 
customer access and service, and the reduce cost of delivery. To provide digital services which become the channel of choice 
for our customers

Overview Key deliverables  Target End  
Dates

Measures of success

The Council uses ICT services that 
maximise the benefits of technology.
Elected Members and staff are 
supported and use technology to 
support efficient service delivery.

 Establish a members ICT 
Working Group to ensure 
members views and 
requirements are reflected and 
members are involved in the 
selection and evaluation of 
new technology.

April 2018  Member satisfaction. Reduction 
in support calls to service desk 
and engineers.

 Devices that fit the overall 
requirements of council staff and 
elected members.
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 Engagement to determine 
what the requirements are for 
devices to carry out their 
duties effectively.

 Refresh of mobile devices, 
laptops and tablets.

 Upgrade of mobile applications 
including ‘my council’ app 
providing easy access to key 
council information for 
Members and ‘lone worker’ 
functionality.

 Introduction of Microsoft Office 
365 to deliver ICT services.

 Continued roll-out of 
technology to key council 
buildings including video 
conferencing, interactive 
whiteboards, room booking 
and entry systems

 Improved customer access 
through a rationalisation of in-
bound telephony

 Re-procurement programme of 
contracts for major ICT 
systems

June 2018

March 2019

Nov 2018

March 2019

March 2019

March 2019

March 2020

 Customer satisfaction.

 Reductions in service desk calls.

 Reductions in business mileage 
and corresponding increase in 
use of video conferencing.

 Reduction and simplification of 
published telephone numbers. 
Contribution to Customer 
Strategy efficiency savings.

 Efficiency savings delivered 
through re-procurement 
programme which will rationalise 
the number and cost of our ICT 
systems.
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2. Achieve risk reduction and increased information security whilst providing effective service provision.

Aim: to protect our ICT networks from intrusion and cyber-attacks and to take effective actions to protect the data held within our systems whilst 
enabling effective service delivery.

Overview Key deliverables Target Dates Measures of success
Electronic information is stored and 
accessed in a secure manner.

 Proactive annual ICT 
infrastructure health checks 
carried out by external partners 
and ICT staff.

 ICT roadshows across council 
sites

 Assessment of how Cloud 
services can provide service 
continuity.

 Systems will be assessed in 
relation to be potential for cloud 
hosting and will include 
consideration of Value For 
Money, interoperability, 
information security and GDPR 
compliance and the use of 
collaboration tools.

 The use of cloud will be aligned 
with the re-procurement 
programme of major ICT 
contracts.

 Reaccreditation to the Public 
Sector Network and Information 
Governance Toolkit

March 2019

March 2019

Dec 2019

March 2019

Sept 2019

April 18 and 
annually

 Increase awareness across the 
council for Information Security 
as shown through % completions 
of training.

 Reductions in data breaches 
reported to Corporate 
Governance Group.

 Increase awareness across the 
council for ICT developments.

 Introduction of an Information 
Asset Register.

 Delivery of efficiency savings 
through system rationalisation 
and re-procurement.
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3. Build strong, lasting relationships with key public sector partners, technology suppliers, and other organisations.

Aim – to recognise and benefit from the value of working with partners to deliver common objectives and thereby jointly use 
technology in service provision.

Overview Key deliverables Target dates Measures of success

Council services benefit from new 
ways of working and delivery of 
services.

 Regular engagement with 
local public sector partners.

 Regular engagement with 
strategic technology 
suppliers.

Sept 2019

March 2019

 Collaborative working with local public 
sector partners to include the use of 
systems and networks to support 
integrated health and social care 
(number of shared networks, N3 
connection, gov roam network) 
increasing the number of range of 
council and health building which staff 
can work from. Baseline and target to 
be established.

 Awareness and adoption of upcoming 
technologies which may benefit service 
delivery.
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4. Use a range of measures, processes and practices to achieve overall financial savings whilst maintaining or improving quality of service.

Aim: to use technology to enable the delivery of efficiency savings whilst improving the level of customer service provided by ICT.

Overview Key deliverables Target Dates Measures of success
Use the opportunity to make financial 
savings that can be reinvested into the 
council’s ICT and facilitate continuous 
service improvement.

 Rationalisation of 
applications.

 Reduction in software 
licensing costs.

 Reduction of telephone 
call charges.

 Implementation of a new 
digital platform, including 
‘my account’ functionality 
and Customer 
Experience Management 
(CXM) system

 Refresh of 
www.cumbria.gov.uk, 
including improved 
functionality and revised 
content to enable 
customers to access 
information and services 
more effectively.

 Utilising the digital 
platform, instigate a 
rolling programme of 
improvements and 
automation of internal 

March 2019

March 2019

March 2019

Phase 1 - May 
2018
Phase 2 – Dec 
2018

Beta site April 
2018

From 
September 
2018

 The council’s ICT digital estate is 
expanded and enhanced within 
existing operational costs.

 Increase in online transactions.

 Process efficiencies.

 Increase in online transactions.

 Reduction in phone calls.

 Process efficiencies.

 Increase in customer satisfaction 
with the website.

 3 digital network events held in 
Cumbria by March 2019.

 Network of digital champions 
established and supported by 
March 2019.

 Increase in on-line transactions.

http://www.cumbria.gov.uk/
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processes across the 
authority

 Developing and 
implementing a Digital 
Inclusion Programme to 
establish a network of 
digital champions, 
increase skills and 
awareness and support 
the move to digital 
becoming the channel of 
choice for our customers

Programme in 
place by 
September 
2018
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5. Source and provide appropriate technology and best practice to enable business transformation whilst maintaining the flexibility to adapt to 
legislative, national and local drivers.   

Aim: to optimise the potential benefits of emerging technologies in order to support the council in adapting to changes in the environment in 
which it operates.

Overview Key deliverables Target Dates Measures of success
ICT services are as agile, flexible and 
adaptable as possible which supports 
efficient, effective and customer 
focussed service

 Assessment of existing 
and future ICT services 
and systems that could 
be provided by the use of 
cloud services.

 Deployment of new end 
user devices to support 
agile working

 GDPR compliance
 Implement new expenses 

system

April 2019

Sept 2018

June  2018

September 
2018

 Delivery of £185k efficiency saving 
by moving the primary data centre 
to in-house provision 


