Digital strategy themes:
SWOT analysis

Scrutiny and Overview Committee, 30 April 2019



tech  "Atruly digital council will be more
connected and integrated,

with citizens, communities and
businesses reaping the benefits -
using digital to reimagine service
delivery that is user-centric and
meets users’ needs."

Council of the Future: A Digital Guide for
Councillors, techUK, Apr 2018
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"A truly digital council and borough”
3 strategic themes:

Digital council — how we use digital, data & tech inside the
council to be a more effective, efficient and adaptive organisation

Digital services — how we use digital, data & tech to interact with
our residents, more openly and more conveniently to them

Digital borough — how we use digital, data and tech in Croydon
to enhance growth, individual opportunity and quality of life

Neil Williams CROYDON



“We're starting
from a long
way back”

Neil Williams CROYDON



Digital council

STRENGTHS

Leadership support for digital culture change
Good corporate IT equipment

Powerful software for collaboration & data
Growing data intelligence capability
Transition from Capita to new vendors

OPPORTUNITIES

Make better use of existing software

Digital confidence training for all staff

Adopt agile PPM methods and culture

Planned upgrades to major business systems
Workforce, 'paperlight' & accommodation plans
New tech (e.g. robotic process automation)

WEAKNESSES

Widespread ungoverned tech spend

Mixed levels of digital confidence among staff
No digital L&D programme in place

Many systems with poor usability/interoperability
High volumes of paper-based processes

High volumes of data held in spreadsheets

Low investment in cybersecurity to date

Neil Williams CROYDON

THREATS

Shortcomings of business system vendors
Cybersecurity and privacy risks

Continued ungoverned tech spend
Complexity of managing multi-vendor model



Digital services

STRENGTHS OPPORTUNITIES
180k registered users of My Account Potential savings: £8.12 per transaction (Socitm)
3.6k downloads of DMWC app (900 reports/month) Improve reputation and brand of the council
c200 services online through Council website Improve relationship by engaging residents
c166,000 visitors to the website every month (Recently signed) Local Digital Declaration
WEAKNESSES THREATS
30% of demand met through online self-serve No funding for ongoing digital service provision
25% users abandon website, send email instead Legal risk: website breaks accessibility law
Poor web design: rated 1 star for usability (Socitm) Digital exclusion (see “digital borough”)
Poor web content: 149t LA for readability Constraints of council systems and processes
My Account expensive to maintain, slow to improve Lack of trust due to past digital programmes
No quality standard or consistency for web services

Channel shift mind-set has created ‘dead ends’
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Digital services

Resident Contact per week Potential to remove 50% of
® o Access Croydon usage. Based on
h a 1-day study:
o » 44% of customers were asked
Croydon , to use self-serve phones or
S 1405 computers
one calls, 14% ..
3110 510, 4 * 17% were bringing paper
' documents in

Contact the
Council emails

29793, 25% Potential to eliminate most of the
email contact (website
‘abandons’) with a better online
offer

Potential to reduce phone contact
to just edge cases/complex needs
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Digital borough

STRENGTHS

98.5% of postcodes have superfast broadband
93.5% of homes went online in the past 3 months
Past success in digital inclusion (‘digital zones’)
Internet of Things network in place with SLP
Legacy of Croydon Tech City; TMRW & SINC

OPPORTUNITIES

Croydon Tech Summit (July tbc)

Croydon Innovation Challenge

|ldeal conditions for GovTech & UrbanTech
Croydon Creative Campus

Misc. tentative proposals for new partnerships
Council owned assets (for smart cities)

WEAKNESSES

5% postcodes have ultrafast (fibre) broadband
212 postcodes are “not spots”

Digital inclusion ‘zones’ not actively managed
Croydon Tech City disbanded

Significant fragility in the local tech sector

Few tangible outcomes from Smart Cities so far

Neil Williams CROYDON

THREATS

Reliance on broadband market forces
Economic conditions (Brexit, Westfield delay)
Districts out of CRO get left behind



Achievements since
CDO appointment



« Signed the Local Digital Declaration. (New
governance will be in place by end Jun

 Formed the Croydon Digital Service
merging ICT, MyAccount, App, Smart
Cities, website, people systems
programme, digital inclusion

 Team development: restructure,
recruitment, L&D and culture change

« Brought more services in house (software
support, web development

CENRWIHETRES

‘ &@5 Ministry of Housing, Communities and Local Government

Local Digital

Laying the foundations for the local public services of the future

Local Digital > Local Digital Declaration

Local Digital Declaration

Introduction

This declaration affirms our collective ambition for local public
services in the internet age, and our commitments to realising it. It
commits us working on a new scale to:

» design services that best meet the needs of citizens

« challenge the technology market to offer the flexible tools
and services we need

« protect citizens' privacy and security

« deliver better value for money

e croydon.digital

CDS

NEVER MIND THE
BUREAUCRACY

HERE'S THE

CROYDON I Fj‘vgi:gdm

weww croydon gov.uk

GOV.UK  senvice Manual

ECI

BRI Complete our quick 5-auestion survey to help us improve our content

Servicemanual > Digital Service Standard

Digital Service Standard

The Digital Service Standard is a set of 18 criteria to help
government create and run good digital services.

All public facing transactional services must meet the standard. It's used
by departments and the Government Digital Service to check whethera
serviceis good enough for public use.

. Understand user needs

Understand user needs. Research to develop a deep knowledge of
who the service users are and what that means for the design of the
service

Read more about point 1

N

. Do ongoing user research

Puta plan in place for ongoing user research and usability testing to
continuously seek feedback from users to improve the service.

Read more about point 2

%)

. Have a multidisciplinary team

Putin place a sustainable multidisciplinary team that can design,
build and operate the service, led by a suitably skilled and senior

CROYDON | Delivering

wem.croydongovuk | For Cronclon

CROYDON



« Launched croydon.digital brand, blog =

Home  About Events Jobs  Getintouch

and successful tech community events ~ crovdendigital

Notes from the first croydon.digital drinks

Get email updates

 Internet of Things pilots on air quality,
humidity and pothole detection

SUBSCRIBE

Search

* Quick wins:
« SEND local offer improvements
 Contact the council form redesign :
° Tab|et p||ot for Chlld SOCial WO rke rs R f°r Créydon
 Fixed check-in kiosks B e e
* Published broadband action plan

Neil Williams CROYDON
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https://croydon.digital/

Also In progress:

 Website redesign and rebuild

* Transition from Capita to new
vendors and in-house team

« Delivering new people systems

 The Croydon Conversation

« Urban Tech Summit, Boxpark

« Digital strategy public engagement
see strategy.croydon.digital

« Business case to grow CDS

CENRWIHETRES

CROYDON cGet involved

A new digital strategy for Croydon: seeking your views

Croydon council is planning the digital future of the barough

and we want to hear your views

The ideas you share via this website will be brought together
in a new digital strategy for Croydon, to be published in July

2019

We're starting with open questions to get your views on 3 big
topics, below. As the draft strategy takes shape, we'll also
share our work in progress here, for your feedback

Home | About

=== Croydon digital strategy consuiliation [ ~

iy Watch an

A new dilgital sir(;_l,egy

for C*uydon

" seeking your views

Choose a topic to tell us your views:

Digital services

How do you want to interact with the
council online, to use our services and
get more involved in decision making?
Where can we improve the digital
services we offer residents, businesses
and communities?

Tell us your views

Digital borough

How can we help Croydon thrive in the
digital era? This includes broadband
coverage, supporting people fo develop
digital skills, helping our tech sector
grow, and innovation to enhance public
spaces and improve quality of life.

Tell us your views

Digital council

How should the council make better use
of technology and data to become a
more efficient, effective, and innovative
organisation? Share your views here on
how we can use digital to improve our
ways of working.

Tell us your views

CROYDON



https://strategy.croydon.digital/

Proposed digital strategy



Outline structure

NB the paper will be brief, supported by a roadmap of deliverables (see next slide)

Front matter

« Foreword(s) (CEX/Leader/CDO/lead members)

« The context (the imperatives for change)
Theme 1: Digital council

 Where we want to be / where we are now / how we’ll move forwards
Theme 2: Digital services

 Where we want to be / where we are now / how we’ll move forwards
Theme 3: Digital borough

 Where we want to be / where we are now / how we’ll move forwards
Cross-cutting themes (e.g. data, cross-sectoral working)
Delivery approach and roadmap
Next steps/feedback

Neil Williams CROYDON



Bulb's Open Roadmap +  Private Team = & Public aﬁﬁ)‘ “9 ®

About this roadmap Ideas (help us fill this section) . In Progress Short term (next 3 months) P u b I i c ro ad m a p ex a m p I e S fro m B u I b y

IFTTT integration for smart meters Show smart meter data on Bulb Automatically update on energy

T City Hall, NHS, GOV.UK - a way to let

631 = o1

?ﬁuel:lzzs:fa?zzt/z::z;i U;a?: C:ﬁs e 105 2pp Usage graphs can go back in time re S i d e n tS fe ed b aCk O n O u r p I a n S y a n d

Vote on you
o local SMEs see coming opportunities
Share your i gmarter London Together Mission 1: More user-designed Mission 2: A new deal for city Mission 3: World-class g p p
Community | raport card user guide | services data connectivity and smarter
= streets
Introduction to Smarter London A Introduce Government Service Establish a Data Analysis Programme

Dao. Caiobi L P ||

Last update Together L -

@2
Empower the Person: madmap ﬂ About this roadmap + M nationally available Il Nationally mandated dependent on local implamentation, m
What is the report card? for digital health and care services

From the Digital Transformation Portfolio Updated in September 2018

. WS o |
What do all the columns mean? AVAILABLE NOW m -~ | A = 89D, productplan. comp/DT_wiSmkiv IR0y ZanFacy_EK
Nell Williams
. n
ONLINE
What information is shown on each
N

M subject to local implementation [l Betaorlocal pilot [l Market

action and when | click on one, BETES

I'm an officer at City Hall. How do |
add new results to the activity feed?

ONLINE
CONSULTATIONS.

LINKED PROGRAMMES +

I'm a member of the public. How do
| get involved?

(]
WiFi IN GP
PRACTICES

(oo mmes )

~  Objective [GaaP-ed): Move much of GOV.LIK to the government PaaS

I just want to be notified when
there’s something new. How do you LOCAL HEALTH AND CARE RECORDS. 4
stay up to date?

DIGITAL URGENT AND EMERGENC:

Delivery: Make it possible to join content together as services

3 Obiective: improve tagging. navigation, search and notification systems

Delivery: Lead government to transform its content

Pawered by TEProductPlan

Neil Williams CROYDON




Timetable

Creation of the strateqy paper

Internal discovery work: 1 Jan — 23 Mar
Public consultation: 25 Mar — 5 Jun

1st draft: 15 April — 10 May

Revisions: 13 May — 10 Jun

Executive approval
 Resources DLT: 21 May
e ELT: 5 Jun

Cabinet approval and publication

Officer pre-agenda: 10 Jun

Informal Cabinet: 24 Jun

Publication: 28 Jun (public roadmap to go live simultaneously)
Cabinet: 8 July

Neil Williams CROYDON




Consultation plan

Audience

Activity

Purpose

General public — residents, businesses,
communities, interested others

Phase 1. Blog post on croydon.digital and
online engagement platform; Phase 2. Share
the draft strategy online for comment

Gather views on themes and ideas; provide
opportunity for anyone to have their say on what we
are proposing

Smart city experts; Croydon digital
stakeholders and SMEs; LSPs

Direct emails and in person workshops

Gather ideas for Digital borough theme

Young people in Croydon

Engagement method tbc with Young Croydon

To gain opinions and support of younger residents

Wider local government and cross-
sectoral digital leaders

Share draft strategy for comment

To ensure we are meeting the highest standards with
our strategy

Internal council key stakeholders

In person workshops

To crowdsource ideas and receive feedback on ideas

Exec leadership team (ELT)

1:1s with each ELT member & monthly reports

Gather ideas, priorities & feedback on work in progress

Corporate Leadership Team (CLT)

Presentation

To raise awareness and receive feedback

Leader of the Council

Clir Hall and Shahul-Hameed

Discuss at CDO'’s regular one to ones

Labour Group PDM

Discussion at policy development meeting

Ensure the strategy meets the requirements of the
political leadership of the Council

Minority Group

Present for feedback at regular meeting

Gather full council support for strategy

Scrutiny and Overview Committee

Present and gather feedback (April 30)

Get feedback on proposed scope of the strategy

Neil Williams
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Following slides are for ref (in response to questions if needed)



Chief Digital Officer
Neil Williams

Executive Support Officer
Trish Herbert

Head of Digital Operations Head of Digital Place
Dave Briggs Opama Khan

: : Business
Business Portfolio Delivery Technology Serw_ce Digital Design St
Relationship & Architecture Operations M perations
Manager anager M
Manager Manager Manager Annie Heath anager

Munir Shukri el el Jon Mellor George Zippo Sarah Cullen

T 1) Y 1
88 S88 Se8 — -

3‘& Al

Engaging and Making sure we Making sure we Ensuring reliable Making sure we Making our
prioritising with plan, collaborate  build and buy the live service incl. understand and directorate run
service depts and deliver well right technology  software support meet user needs  smoothly & safely

000
222 282

Digital Re-platforming Programme
Ade Marques + contractor team

CDS Transition Support Programme
Mark Sanwell + contractor/RM team

Systems Implementation Programme
Helen Gregson-Holmes + contract team



3 x Delivery
“theme team”

One for each of:
Place dept

People depts
Resources/Gateway

Shared
functions

2 @

Partner Roadmap

Product Manager &
Business Analyst (0.5)

Delivery Manager . " ' Technical Architect
Project Manager(s) "

Alnteractlon Designer

(0.5)
Content Designer ‘ == ‘
(©-9) ‘ % " Software Developer(s)

Backlog

‘ " Performance Analyst (0.25)

& User Researcher (0.5)

288 ©

Service Operatlons Business Operations

Applications
Support Officers (n.)




chat.

queus & billing; Provision of consumables.

é N N
End User Computing Service Desk
LITTLEFISH Provision of laptops, desktops, corporate devices, @ Single point of contact for end users; Provides self
i peripherals; Deal with desktop Operating System and help info and multi-channel contact; Targets first-time-
software deployment to end user devices. fix; passes user tickets on to other lots.
& S\ Y,
(" N o ] ] ] N
Application Maintenance & Support ITSM Service Tooling
CROYDON Support and management of server software (ie: not Ticketing and configuration management; Manages
DIGITAL on EUC devices); Configuration, upgrades with vendaor handoff between suppliers; Software tool owned and
SERVICE etc.; Apps may be Saas or hosted by HE&SM. managed by Croydon ICT team.
N J
Network Infrastructure & Connectivity Hardware & Software reseller
.......... Office Wi-Fi & LAN; Inter-site connections; Outbound Simple purchase for off-the-shelf software & hardware.
CAPITA connectivity (internet, PEN); Related network services (May also buy via other suppliers).
g (DN3, DHCP, Wi-Fi Certs, Firewall).
Hosting & Server Maintenance Mobile
Manage virtual servers in AZUFE, and ph}rsical in Mobile telephﬁn‘j CE!IIS: handsets and mobile data.
CAPITA SunGuard; Responsible for server OS and common
software on all/most servers; Azure monitoring.
Telephony & Unified Communications g?::?s?ognzﬂdl::rgmenance of office and specialist
Telephony service for staff desk phones, sofiphones, . - pecia
VODAFONE and call center; Also covers unified comms - Skype printers throughout Councll; Management of print

-~
LITTLEFISH
.
s
CROYDON
DIGITAL
SERVICE
& TESM
-
LITTLEFISH J
4 )
CAPITA
- j
( )
XEROX
- J




11% of Croydon residents are more likely than the national average to have
never used the internet (all the red dots on the map) Source: ACORN

ACORN 2018

78.1% of New Addington
North and South are
more likely than the
national average to have
never used the internet

ACORN 2018

Index Score
#258 to 338 (47)
®176 to 258  (53)

100 to 176  (580) ®258 10 338

® 12 to 100 (5526) @176 to 258
2100 to 176
@ 12 tc 100
Reproduced by permission of Ordnance Survey on behalf Reproduced by permission of Ordnance Survey on behalf
of HMSO. © Crown copyright and database right 2019 Bt HNE0. 0 Crowm copynalit and catabded ngiii 2010

0OS Licence number 10001927




ACORN types that are 3 times as likey as
national average to have never used the
internet

ACORN 2018

Selsdon &
Addington Village

New(ﬂg-(}iinglan
North

New Addington,
South

® Elderly people in
social rented flats

Pensioners in
social housing,
semis and
terraces

O

0Old Coulsdol
o0

Reproduced by permission of Ordnance Survey on behalf
of HMSO. © Crown copyright and database right 2019
OS Licence number 10001927

Pensioners in social housing,
semis and terraces are the most
likely types to have never used
the internet

Elderly people in social rented flats
are the 2nd most likely types to
have never used the internet

Small part of Old Coulsdon ward
has three ‘Pensioners in social
housing, semis and terraces’
postcodes next to each other



121 households in these 3 postcodes — they are all 3 times more
likely than the national average to have never used the internet

L

CR5 1QH

ACORN Type 45 — Pensioners in social housing, semis and terraces are the most likely types to have never used the
internet in Old Coulsdon

ACORN 2018

CR5 1BD/\\

- 75 households

<+ =

11 households

O

CR5 1DU
35 households

-
7
Z
O
e
¥

Reproduced by permission of Ordnance Survey on behalf

O Pensioners in social housing, semis and terraces of HMSO. © Crown copyright and database right 2019
0OS Licence number 10001927
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