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IMPLEMENTING
ELECTRONIC GOVERNMENT
RETURN 2005 MID TERM
(IEG4.5)

"Realising the benefits from our
investment in e-government”
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Name of Authority: Oxford City Council
IEG Contact Name: Nicky Atkin
Email: natkin@oxford.gov.uk

Telephone No: 01865 252720

Local Context

Since Oxford City Council submitted 1EG 4, work on the IEG programme has
continued at a considerable pace. In addition to the IEG Projects, the Prince 2
Project Management Methodology has been adopted corporately, and a Project
Support Office has been set up.

The Key IEG Projects are listed below:

CRM

CRM is currently being implemented in City Works (responsible for Streetscene
issues) and Customer Services. A Project Board has been set up to facilitate

the next stage of the corporate role out of CRM. This stage will involve enlarging the
current housing repairs contact centre so that it will have the capacity to take
telephone customer contact that is currently directed through the local housing
offices, thus releasing housing officers and estate managers to spend more time on
critical issues.

The Council expects CRM to deliver multiple benefits, some of which are listed
below:
Consistent corporate customer delivery across all communication channels

Promotion of social inclusion through the marketing of Council Services

increase customer satisfaction within the benefits office to 81% in line with the CPA
improvement plan

Delivery of a seamless joined-up service within the Council and alongside partners
and community groups

Productivity gains through a significant reduction in training time and external costs

Increased customer and employee satisfaction

IEG infrastructure

Oxford City Council has successfully implemented a remote access solution.
Benefits of this solution include:
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An increase in officers productive time through the use of mobile devices, for
example assessing benefits claims in the homes of vulnerable people or improved
stock ordering via handheld devices whilst officers are on site.

The ability for officers (who establish a need) to work remotely with full access to the
councils systems.

This project has been well received across Oxford City Council and is saving the
Council a significant amount in terms of productive time.

Kiosks

4 kiosks have been installed at 4 very different venues. Oxford Town Hall has a kiosk
that has a special feature that gives citizens access to virtual tours. There is a tour of
Oxford Museum, which enables disabled access to this facility. Another kiosk was
installed at Blackbird Leys Local Housing Office. This kiosk is currently the most
frequently used, with citizens preferring to access Oxford City Council Housing web
pages via this access channel. The third kiosk is located at Ramsay House and is
predominantly being used by citizens to access the planning website. The final kiosk
is a partnership project with the Citizens Advice Bureau and has been instalied at
the local CAB.

Oxford City Council Website
This project has come to an end of the first phase and delivered an attractive and
transactional, easy to use product.

PARSOL

Oxford City Council is the leading authority in Oxfordshire regarding the
implementation of planning and regulatory services online.

The Oxon IEG partnership has successfully delivered 4 projects funded by the
LGOL partnership programme. The Gateway is being steadily developed using
partners funding.

Further planned IEG Projects:

Telephany - Development of a telecommunications strategy and the implementation
of that strategy

e-Procurement - implementing a system to achieve true corporate e-Procurement
Town Hall Wireless - procuring and implementing a solution that enables wireless
working in Oxford City Council's premier listed civic building

GIS Strategy - secure the funds to implement a corporate GI8 solution




Section 1 - Priority Outcomes (self-assessment)
Satisfactory progress towards delivery of the listed priority outcomes listed below is
required within the remit for achieving e-government by 2005 and will inform the

release of IEG capital funding in 2005/06

Outcome And Transformation Area Description Current Anticipated |Anticipated | Anticipated
Status status at status at status at
30/09/2005 3212005 31/03/2006
R1 Parents/quardians to apply online for scheol places for Amber Amber Amber Amber
children for the 2007 schoal year. The admissions process 31/03/2005 31/03/2005 31/03/2005 31/03/2005

starts about a year before the beginning of the school year,
e.g. September 2006 for 2007 eniry.

Comment; Awaiting update from Oxfordshire County Councit.
Status dependent on action from Oxfordshire County Councit.
Oxford City Council will deep link. County wili lead by

producing a timetable and protocol.

R2 Online access to information about educational support
services that seek to raise the educational attainment of
L.ooked After Childran.

| 0112/2004 | 0111212004

Comment; Awaiting update from Oxfordshire Ceunty Council -

Gt Development of an Admissions Portat and / or e-enabled
telephone contact centre o assist parents, carers and children
in their choice of, and application fo focal schools

no project defined as yet

o Red: | Re Re
01/12/2004° | 01/12/2004 | 0111212004

Comment: Awailing update from Oxfordshire County Cauncil -
no project defined as yet

If aiready 'green’ on R1, R2 & G1 above please comment on

£1 Agreed baseline and targets for take-up of online schools
adrmissions service and educational atiainment of Looked
After Children.

Otherwise you may leave this row blank.

Comment:

R3 One stop direct ontine access and deep linking 1o joined

up A-Z information on all ocal authority services via website or

shared telephone contact centre using the recognised
taxonomy of the Lacat Government Category List (see
www laws-project.org.uk).

Green Green Green Green
01/08/2004 01/08/2004 01/08/2004 01/08/2804

Comment: This service is provided through the Oxfordshire
Gateway, the Oxon councils shared partal.

R4 Local authority and youth justice agencies o co-ordinate
the secure online sending, sharing of and access to
information in support of crime reduction initiatives in
partnership with the lecal community.

Graan (reen Green Green
31/12/2004 31/12/2004 31/12/2004 31M12/2004

Gomment: The Oxford Safer Communities Parinership has a
secufe area of their website that is currently being developed
to enable this priority.

G2 Empowering and supposting local organisations,
community groups and ciubs to create and maintain their own
information online, including the promotion of job vacancies
and events.

Green Green Green Green
31/03/2005 31/03/2005 31/03/2005 31/03/2005

Comment: Oxfordshive Community Information Database
enables groups to maintain their own entries online and have
the ability to have uel's on their entry page. This service does
not currently enable the advertisement of job vacancies.

If already 'green’ on R3, R4 & G2 above please comment on

E2 Agreed baseline and targets for customer satisfacticn and
efficiency savings between the supplying organisations on
shared community information initiatives,

Otherwise you may leave this row blank.

Comment: Work has not started on this yet

»
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Outcome And Transformation Area Description Current Anticipated |Anticipated }Anticipated
Status status at status at status at
30/09/2005 IMAA2005 | 31/03/2006
R5 Public access to online reports, minutes and agendas from Green Green Green Green
past councii meetings, including future meetings diary updated | 31/03/2003 31/03/2003 31/03/2003 31/03/2003

daily.

Comment; This is available 1o the public via Oxfard City
Council's website. Management of the website is the
respensibility of a web editor, who ensures regular content
updates.

RS Providing every Councillor with the oplion o have an
easy-to-manage sel of public web pages (for community

Jeadership purposes) that is either maintained for them, or that

they can maintain themselves.,

Amber Amber Green Green
31/03/2005 31/03/2005 31/12/2005 311212008

Comment: Each Councitlor has their own page on the
Council's website. The page contains a minimum of their
content details, surgery dales and general information.

3 Citizen participation and response to forthcoming
consuitations and decisions on matters of public interest
(e-consultation), including factity for citizens to sign up for
emaii and/or SMS text alerts on nominated lopics.

Amber Amber Green Green
30/11/2003 30/11/2003 31/12/2005 31M2/2005

Comment: Oxford City Council holds reguiar cansultation on
topical local issues and provides citizens with the ability 1o
feedback their opinions to the Council. An SMS pilot has been
carried out within the housing unit and it is aimed at tenants.
The IEG partnership is considering a joird consultation
database.

G4 Establishment of multimedia resources on local policy
priarities accessible via public website (e.g. video & audio
files).

Green Graen Green Greern
31/03/20C5 31/03/2008 31/03/2005 31/03/2005

Comment: Virtual tours of Oxford City, Oxford Town Hall and
the Museum of Oxford are avallable via the Oxford City
Councit website.

If already ‘green’ on RS, R6, G3 & 54 above please comment
on

£3 Agreed baseline and targets for e-participation activities,
including targets for cifizen satisfaction.

Otherwise you may jeave this row blank.

Comment:

R7 Online public reporting/applications, precurement and
tracking of environmental services, includes waste
management and sireet scene (e.g. abandoned cars, graffiti
remmoval, bulky waste removat, recycling),

Green Green Green Green
31/03/2005 31/03/2005 3110312005 31/03/2005

Comment: Farms are available on the website to faciiitate this
priority. The Oxon |EG parinership is also enabling this priority
via the Galeway.

R8 Online receipt and processing of planning and building
control applications.

Amber Amber
01/08/2004 01/08/2004

Green Green
31/10/20G5 34/10/2005

Comment: This will be available via Oxford City Council's

G5 Public access to corporate Geographic information
Systems (GIS) for map-based data presentation of
property-refated information.

pianning website by September 2005,
] P Arber Groon
31212005 31/03/2006

Comment: Available to citizens through accessing the digital
locat ptan. A strategy is in place and funding is curzenitly being

G#6 Sharing of Trading Standards data between counciis for
husiness planning and enforcement purposes.

sought to achieve this priority

Red; Amber Green
- 30M1/2004 | 31/12/2008 | 31/03/2008

Comment: Awaiting update from Oxfardshire County Council.
Oxford City Council wili pravide deep links.




Outcome And Transformation Area Description Current Anticipated | Anticipated |Anticipated
Status status at status at status at
30/09/2005 31212005 31/03/2006
G7 Use of technology to integrate planning, regulation and Amber Amber Green Green
licensing functions (including Entertainment Licensing and 31/03/2005 3110312005 3171272005 311272005

Liquor Licensing) in order to imprave poticy and
decision-making processes around the prevention of
anti-social behaviour.

Comment: Work is continuing on this priority and it will be
achieved early next year,

If already 'green’ on R7, R8, G5, 6 & G7 above piease
comment on

E4 Agreed baseline and targets for take-up of planning and
regulatory services online, including targets for customer
satisfaction and efficiency savings.

Otherwise you may leave this row blank.

Comment:

R9 Appropriate online e-procurement solutions in place,
including as a minimum paperless ordering, invoicing and
payment.

Amber
31/03/2005

Amber
31/03/2005

Green
3112/2005

Green
31/12/2005

Comment: This is in piace for areas such as stationary,
recruitment and cieaning materiats. The council is trialling
P-Cards. The Council's procurement strategy has been

agreed.
(8 Establishmant of a single business account {i.e. a Amber Amber Amber Green
cross-departimental ‘account’ run by the local authority 31/03/2005 31/03/2005 3140372005 31/03/2006

whereby businesses are allocated a unique identifier thal can
be stored and managed via a corporate CRM account facility
supporting face-to-face, website and contact centre
tfransactions).

Comment: A network of officers is being seluptoactas a

viriual one stap shop for business. SBA, as envisaged by the
ODPM is dependent on {he evolutien of CRM. Meetings are

plannad with the business community over the next month to
see what is possible and what this community actually wards.

G9 Regional co-operation on e-procurement between local
councils,

Green Green Green Green
g1/10/2004 01/10/2004 01/10/2004 01/10/2004

Comment: The Sirategic Procurement Parinership for
Oxfordshire has been set up. The group has undertaken 2
joint contract tendering exercises, including the faciiitation of
e-Auctions.

If already "greery’ an R9, G8 & G2 above piease comment on

£5 Access to virtual e-procurement 'marketplace’;

Comment:

E6 Inclusion of Small and Medium Enterprises (SMEs) in
e-procurement programme, in order to promote the
advantages of e-procurement te local suppliers and retain
econcmic development benefits within local community;

Comment:

£7 Agreed targels (piease specify} for efficiency savings by
December 2005, including the % of undisputed invaices paid
in 30 days (BVPI 8},

Otherwise you may ieave these rows blank.

Comment:

R10 Oniine facilities to be available to allow payments to the
council in ways that engender public trust and confidence in
local government electronic payment selutions (e.g. emai
recelpting/proof of payment, supply of autematic transaction
1D numbers).

Green Green Green Green
31/03/2005 31/03/2005 31/03/2005 31/0372005

Comment: The Oxford City Council new website was
launched in February 2005 and achigves this priority.

R11 Delivery of ‘added value’ around online payment facifities,
including abilily to check Council Tax and Business Rate
balances online or via touch tone telephone dialling.

Amber Amber Green Green
41/09/2004 01/09/2004 3111212005 3111212005

Comment: CRM is currently being implemented and wili
achieve this priority.
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Outcome And Transformation Area Description Current Anticipated | Anticipated | Anticipated
Status status at status at status at
30/08/2005 311212005  |31/03/2006
G10 Demonstration of efficiency savings and improved Amber Amber Green Green
collection rates frem implementation of e-payments. 04/02/2G05 01/02/2005 3111212005 3111212005

Comment: e-P
steadily increasing.

ayment levels are being monitored and are

G11 Registration for Counci! Tax and Business Rates e-bitling
for Direct Debit payers.

Amber
04/01/2005

Amber
0470112005

Amber
04/01/2005

Green
31/03/2006

Comment: There are currentiy no plans to implement this
before the deadline.

If already 'greer’ an R10, R11, G10 & G11 above please
comment an

£8 Provision of facilities for making credit or debit card
payments via SMS text message for parking fines (mobile
prione}.

Comment:

E9 Adoption of sman cards as standard for stored payments
(e.q. replacing swipe cards).

Comment:

E10 Agreed baseline and targets for reductions in unit costs of

payment transactions.

Otherwise you may feave these rows blank,

Comment:

R12 Ontine renewal and reservations of library books and
catalogue search facilities.

Green
31/03/12005

Green
31/03/2005

Green
3110312005

Green
31/03/2005

Comment: Deep links are prov

ided to the County's libraries

R13 Online booking of sporis and leisure facilities, including
hoth direct and contracted-out operations.

pages via the A-Z,

Amber
31H112/2005

Amber
311212008

Comment: A strategic decision has been laken to delay this
project until after a Best Value Review has taken place in the
Leisure and Parks Business Unit.

12 integraled ICT infrastruciure and support to ensure the
consistent delivery of services across all access channels
(e.g. web, telephone, face lo face) based on e-enabled back
offices and smart card interfaces for council library, sports and

Amber
C1/11/2004

Amber

01/11/2004

Green
3112/2005

Green
31112/2005

Comment: The infrastructure is in place, but requires

leisure services. enhancing.

If already 'green’ on R12, R13 & (312 above please comment |} Comment:

on

E11 Agreed baseline and targets for take-up of library, sports

& leisure services onling, including targets for customer

salisfaction and efficiency savings.

Otherwise you may leave this row biank.

R14 Online facilities 1o be available to aliow the public to Green Green Grean Green
inspect logal public transport timetables and information via 31/05/2004 31/05/2004 310572004 31/05/2004

available providing organisation, inciuding links to 'live’
systems for inferactive journey planning.

Comment: There are deep link:
tourism website, however finks
planner are imminant.

35 to travel websiles from the
te the government journey

R45 Online public e-consullation fasilities for new proposais
on fraffic management (e.g. controlied parking zones (CPZs),
traffic caiming schemes), including publication of consultation
survey results.

Amber
31/03/2005

Amber

31/03/2005

Green
3112/2005

Green
31712/2005

Comment: This is an Oxfordshire Ceunty Council function,
which is currently enly available in text format. When this
service is available, Oxford City Council wiil deep link. Oxford
City Council does censult on residents schemes,
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Qutcome And Transformation Area Description Current Anticipated | Anticipated | Anticipated
Status status at status at status at
30/09/2008 311272005 31/03/20086
G13 E-forms for parking "contravention mitigation” {i.e. appeal Amber Amber Green Green
against the issue of a penaity charge notice), including emall 31/03/2005 31/03/2005 3111212005 IMNM2/2005

notification of form receipt and appeal procedures.

Comment: These are not currently available on Oxfordshire
County Council website, however, links are in place via the
Gateway in anticipation.

G14 GiS-hased presentation of informatien on roadworks in
the local area, including contact details and updated daily.

Amber Amber Green Green
31/03/2005 31/03/2005 311212005 311212005

Comment: There is information on roadworks available on the
Oxfardshire County Counclt website, hawever, this information
is riot GIS based - purely in text format, Oxford City Council
will deep link.

If aiready 'green’ on R14, R15, 613 & G14 above please Comment:

comment on

£12 Agreed baseline and targets for customer satisfaction and

efficiency savings.

Otherwise you may leave this row blank.

R18 E£-enabled "one stop” resolution of Housing & Council Tax Amber Amber Green Greean

Benefit enguiries via telephone, contact cenlres, of via one 01/11/2004 01/11/26G04 311212005 3112/2005

stop shops using workflow taols and CRM software to provide - : ” ; "

information at all appropriate focations and enable eigclronic ES&T:;‘:E;E?M'SSzigﬁgéc\iégzg?;n?eﬁimég ?ﬁ;:;?gga b

working from front to back office. i P Y
December 2005.

R17 Oniine facifilies to be available to ailow citizens or their Green Green Green Green

agemts to check their eligibility for and calcuiate their 09/11/2004 08/11/2004 09/11/2004 09/11/2004

entiflement to Housing & Council Tax Benefit and to download - . - "

and print relevant claien forms. Comr_nent. This facility is currentiy avaitable on the Councit's
website.

G135 Mobile office sesvice using technology to offer processing Green Green Green Green

of Council Tax and Housing Benefit claims directly from 31/03/2005 31/03/2005 31/03/2005 31/03/2005

cilizens homes.

Comment; Mobile devices are depioyed In some business
units. The infrastructure is in place to support mobile working.

If already 'green’ on R16, R17 & G15 above please comment Comment:

on

E13 Agreed baseline and targets for turnaround in precessing

of Council Tax and Housing Benefit claims (8VPI 78) and

renewals.

E14 Pre-qualification of Council Tax and Housing Benefit Comment;

claimants for other eligible entitlements (e.g. sthool uniform

grants, free school meals), including pre-filling of relevant

claim forms.

Otherwise you may leave these rows blank.

R18 Comprehensive and dedicated information about access Amber Amber Green Green

{o focal care services avaiiable over the web and teiephone 31/03/2004 3110312004 3111212008 311212005

contact cenires. Comment; This is available for the Council's homelessness
service and will be extended to County services.

R19 Remote web access or mediated access via lelephone Amber Amber Green Green

(including outside of standard working hours availability) for 31/03/20G4 31/03/2004 311272005 31712/2005

authorised officers 1o information about individual "care
packages', including payments, requests for service and
raview dales.

Comment: This is available for the Homelessness service and
will be further exiended.
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Outcome And Transformation Area Description

Current Anticipated | Anticipated |Anticipated
Status status at status at status at
311272005

30/09/2005 31103/2008

G16 Systems to support joined-up working on chiidren at risk
across multipie agencies.

Comment: Awaiting reponse fram Oxfordshire County Councit
- no project defined as yet

GAT Joirt assessments of the needs of vulnerable peaple
(children and adults}, using mobiie technology to supper
workers in the field,

Comment; Awaiting response from Oxfordshire County
Council - no project defined as yet

if already 'greer’ on R18, R19, G16 & G17 above please Comment:

commeni on :

E15 Agreed baseline and targets for customer satisfaction,

inciuding improverment in numbers of users/carers who said

that they got help quickly (BVPI 57).

Ctherwise you may leave this row blank.

R206 Emait and internet access provided for ait Members and Green Green Green Green

staff that establish & need for it. 01/09/2004 01/08/2004 01/09/2004 01/09/2004
Comment: This is in place.

R21 ICT suppeort and documented poticy for homefremote Amber Amber Green Green

working (tefeworking) for coungil members and staff. 04/01/2005 04/01/2005 3112/2005 272005

Comment: The Council's Homeworking policy is currently in
draft format and at the consuitation stage.

R22 Access to home/remote working facilities 1o all council
members and staff that satisfy the requirements set by the
Coungcil's published home/remote working policy.

Amber Amber Green Green
04/01/2005 0410112005 31/12/2005 311212005

Comment: Home/remote working is facilitated. The Council
Homeworking policy is undergoing internal consultation.

18 Establishment of e-skilis iraining programme for counci
members and staff with recognised basic level of altainment
{e.g. European Computer Briving Licence, British Computer
Society Quatification "e-Citizen”).

Green Green Green Green
01/08/2004 01/08/2004 01/08/2004 01/08/2004

Comment: The ECDL is available to all siaff thal establish a
need for this qualification. An e-skills programme is currently
being investigated by Human Resources,

if already "green’ on R20, R21, R22 & G18 abave please
comment on

186 Agreed targets for baseline and efficiency savings arising
from the introduction of new ways of working.

Otherwise you may leave this row blank.

Comment:

R23 Self-service or mediated access to all council services
outside standard working hours via the Internet or telephone
contact centres (i.e. available for extended hours outside of
gam-5pm Monday o Friday).

Amber Amber Green Green
01/11/2004 0111/2004 31/12i2005 31/42/2005

Comment: This already exists for some services (e.g. cash
office and emergency housing repairs) the Council is
constanily assessing how to further extend these services.

R24 implementation of a conlent management sysiem {CMS)
to facilitate devolved web content creation and website
management,

Green Green Green Green
G9/11/2004 09H1/2004 08/14/2004 06/11/2004

Comment: Successiully launched in November last year,




Outcome And Transformation Area Description Current Anticipated | Anticipated | Anticipated
Status status at status at status at
30/09/2005 322005 31/03/2008
G19 Adoption of ISO 15489 mathodology for Electronic Amber Amber Green Green
Decument Records Managament (ERDM) and identification of | 31/03/2005 31/03/2005 311212006 3112/2008

areas where current records managament policies,
procedures and systems need improvement to meet the
requiremants of Freedom of information (FOY and Gata

Comment: Document Imaging is in place in severai areas of
the Council. Work cantinues in consuitation with the FOI

Protection legisiation (see officer.

www.pro.gov.uk/about/fol/map-lacatrif).

G20 Cenformance with level AA of W3C Web Accessibility Amber Amber Green Green
initiative (WA) standards on website accessibility (see 01/06/2004 01/06/2004 31112/2005 31/12/2005

www.w3.orgf WAL,

Comment: Oxford City Council
conformance and will have achieved it by the end of the year.

is working fowards this

(21 Compliance with Government Interoperability Framework
{e-GiF), including the Government Metadata Standard

(e-GMS) (see www.egifcompliance.org & www.govialk.gov.uk).,

Amber
31/03/2004

Amber

31/03/2004

Green
311242005

Green
31/12i2005

Comment: Oxford City Council is working towards this
conformance and will have achieved it by the end of the year.

If already 'green’ on R23, R24, G19, G20 & G21 above please
commen on

E17 Agreed baseline and targels for efficiency savings based
around improved accessibility of services and information.

Ctherwise you may ieave this row blank.

Comment:

R25 Online publication of internet service standards, inciuding
past performance and commitments on service availability.

Amber
31132005

Amber
31/03/2005

Green
3171212005

Green
311212005

Comment: The Web-Editor is currently drawing up service
standards, which will be published before the end of the year.,

R26 Monitoring of performance of corporate website, or
regional web portal, between 2003/04 and 2005/06 in order 1o
demcnstrate rising and sustained use, as measured by
industry standards including page impressions and unique
Users.

Green
01/01/2004

Green

01/01/2004

Green
01/01/2004

Green
01/01/2004

Comment: Page impressions and other measures are in
place, however, security seltings on the website do not
eurrently allow the measurement of unique users.

(22 Establishmenl of internal targets and measures for
customer take-up of e-enabled access channels.

Amber
31/03/2005

Ambar

31/03/2005

Green
3111212008

Green
31/12/2005

Comment; Please refer to R25
parl of the above project and al

, this is being considered as
so within CRM implementation,

23 Adoption of recognised guidetines for usability of website
design (see www.laws-project.org.uk).

Green
310172005

Green
31/0172005

Green
31/01/2005

Green
31/01/2005

Comment: The web editor adheres to these guidslines.

If already "green’ on R25, R26, G22 & (23 above please
comment on

E18 Agreed baseline and take-up targets for migration of focal
authority business o e-access channels (e.g. web, telephone
contact centres, Interactive Digitai TV, mobile telephone) by
2005/05, including efficiency savings.

Ctherwise you may ieave this row blank.

Comment:

R27 Systems in place to ensure effective and consislent
customer relationship management across access channeis
and lo provida a 'first time fix' for citizen and business
enquisies, i.e. using a common database, which holds
customers records, te deliver services across different
channels, and enabling joined-up and aulomaled service
delivery.

Amber
01/11/2004

Amber

01142004

Green
311272003

Green
311272005

Comment: The CRM solution that wilt facilitate this priority will
be operaticnal in the pilot areas by 31/12/2005,




Gutcome And Transformation Area Description Current Anticipated {Anticipated Anticipated
Status status at status at status at
3040972005 3MH 22005 3110312006
R28 All email and web form acknowledgements to include Amber Amber Green Green
umique reference number atlocated to allow tracking of enquiry | 31/03/2005 31/03/2005 3111272006 31/12/2005

and service FeSpOnse.

Comment: This will be achieved through CRM
authentication tracking on the website.

and through

R29 100% of email enquisies fram the public responded 1o
within one working day, with documented corporate
performance standards for both emait acknowledgements and
sefvice replies.

Amber Amber Green Green
31/03/2005 310312005 311212005 31/1212005

Comment: This is in place for citizens emaifing the website,
but not for other emails.

G24 Integration of cusiomer relationship management
systems with back office aclivity through use of enabling
technology such as Workfiow to create complete automation
of business process management.

Amber Amber Green Green
01/11/2004 111172004 311272005 311212005

Comment: This will begin to be achieved by December 2005,
with the integration of Anite through CRM.

(25 Facilities to supper the single noification of a change of
address, i.e. a citizen should only have to tell the councit they
have moved on ong occasion and fhe council shouid then be

able to update all records relating to that person to include the
new address.

Amber Amber Amber Amber
3170312005 31/03/2005 31/33/2005 31/03/2005

Comment; It is doubtful that Oxford City Council will hit the
Agril 2006 deadiine for this priority cutcome. 1tis included in
the planned rollout of CRM.

If already ‘green’ on R27, R28, R28, G24 & (525 above please
comment on

E19 Agreed baseline and improvement targets for the
percentage of public enquiries aboui council services resclved
at first point of contact and efficiency savings resuiting from
investment in customer relationship management and
workflow technology.

Otherwise yeu may leave this row blank.

Comment:




Section 2 - Change Management (self-assessment)

Authorities are asked to provide information on advisory good practice outcomes
relating to the internal organisation and management practices of the council that
are required to help deliver the people, systems and service management changes
necessary for e-government. information supplied here will be used to inform
national policy, but does not fall within the remit of the December 2005 target.

Change Management Area Current Anticipated | Anticipated | Anticipated
Status status at status at status at
3010912005 311212005 31/03/2006

o Appointment of people lo the foliowing key local

e-government functions in your Council {see

hitp:fiwww.idea-knowledge gov,uk/idk/aie//208757 ).

i) Member & officer e-champions (Green Green Green Green

311122001 31/12/2001 J1Hazotm 3111212001

Comment:This has been in place since the first IEG
submission. Member Champion = Councillor Bob Price Officer
Champion = Mark Luniley, Strategic Director

iy e-government programime manager

Green Green Green
01/04/2004 01/04/2004 01/04/2004

Green
01/04/2004

Comment:interim Programme Manager = Herbie Burwood

iil) customer services management

Green Green Green Green
01/0372001% 010312001 04/03/28M 01/03/2001

Comment:This poest has been in piace for many years.
Customer Service Manager = lan Barrett

o inclusion of competency development of the above key
functions and training for staff affected by e-Government
projects, within the Council's workforce development planning

Green Green Green Green
31/10/2003 31/10/2003 3110/2003 31/10/2003

GComment:Member and staff training has been an integral part
of our {EG programme.

o Establishment of an e-delivery programme board

Green Green Green Green
01/08/2004 01/08/2004 01/08/2004 01/08/2004

Comment:Oxford City Council has had an e-Government
Steering Group ever since the first IEG submission. An iCY
Programme Board was set up at the beginning of August
2004.

« Use of formalised programme & project management
melhedologies (e.g. PRINCE2) to support e-delivery
programme

Green Green Green Green
01/06/2004 01/06/2004 01/06/2004 01/06/2004

Comment:Prince 2 was adopied by Businass Systems in
June 2005, with 1EG project managers undergoing Prince 2
foundation and practitioner training. i has since been adopted
corporately, A corporate Project Support Office has been set
up.

» Documentationfagreement of corperate risk management
strategy for roli-out of local e-government, including regular
review of risk mitigation measures

Green
01/06/2004

Green Green Green
01/06/2004 01/06/2004 01/06/2004

Comment:Risk management has been a key stement in all
Oxford City Council's corporate project work, especially the
Prince 2 run IEG projects.




Change Management Area Current Anticipated | Anticipated | Anticipated
Status status at status at status at
30/09/2005 311212005 31/03/2006
e Use of customer consuitationfresearch {o inform Green Grean Green Green
development of corporate e-government strategy 01/12/2003 014122003 01/12/2003 011212603

Comment:Partnership consultation has taken place. Oxford
City Council has specifically consuited on preferred atcess
channels and use the UKonline cenlres as a regular source of
cansultation.

« Establishment of policy for addressing social inclusion within
corporate e-government strategy

Green Green Green .. Green
0111212004 01/12/12004 017122004 011212004

Gomment:Oxford City Councit is in partnership with the City's
UKonline centres, making ICT accessible 1o vuinerable
members of the popuialion.

+ Appointment of officer(s) to lead on corperate governance of
information assets and informatien legislation (e.g. Freedem
of Information Act)

Green Green Green
01/09/2004 01/08/2004 01/08/2004 01/09/2004

Green

comment:The new Head of Legal & Democrafic Services has
taken over the titte of Freedom of Information Officer.

» Establishment of Public Services Trust Charter re the use of Amber Amber Green Green
persenal information coilected to defiver improved services, 31/03/2005 31/03/2005 3141212005 31/12/2005
including data sharing protocol framework {see Comment:
hﬂp:mev.dca.gav.uklfoilshasinglmolkib‘lawguide.pdf & )
http:Ilmw.guvtaik.gov‘ukfdocumemsleTrustguidegovta%k.rtf)

and designation of an Information Sharing Officer

o Establishment of partnerships for the joint {aggregated) Green Green Green Green
procurement of broadband services 31/01/2005 31/01/2005 31/01/2005 31/01/2005

Comment:Cxiord City Council did not enter into partnership

to achieve this priority.
» Engagement with intermediaries re addressing issues of Green Green Green Green
1ake up and efficiency in the defivery of e-government services | 31032005 31/03/2005 31/03/2005 31/03/2005
(e.g. Citizens Advice Bureaux) and including intermediaries N . - N
cmponer f Govermenl Conned (e B e vt st
http:ffmvw.gouialk.gﬂv.ukldocumen!sﬁmermediaries_poiicy__d p P proj g '
acument.pdf & hitp-/wwwe.govconnecl.gov.ukiccm/portal)
o Comptiance with BS 7799 on information security Green Green Green Green
management 31/03/2004 31/03/2004 31/03/2004 31/03/2004
Comment:Oxford City Councii has an information
management security policy.
o iImplementation of Benefits Realisation Plan for delivery of Amber Amber Green Green
locat e-governmant programme sirategic objectives 01/0372005 01/03/2005 311212005 3112/2005

Comment:This is a key elemant of the |EG workplan foliowing
the impiementation of the projects.

« Compietion of mapping of Local Government Services List Amber Amber Green Green
transactions against approved security levels (0-3) {see 31/03/2005 31/03/2005 31/12/2005 31/12/2005
hitp:fwww.esd.org. uik/standards/lgsliigsl.doc & Comment:

hitp:/iwww.authentication.org.uk/levels.asp & )
hﬂp:.’le-government‘cabine!ofﬂce.gov.uMasselRooU04i0012214

0/04002240.dec)

o Pianned compliance to HMG Security and authendication Amber Amber Green Green
frameworks through commitment to citizen, employee and 31/03/2005 31/03/2005 31112/2005 31/12/2005

volunteer account registration in Government Connect {see
htip:/fwavw.govconnect.gov.uivcem/portal)

Comment:Oxjord City Council is working lowards this.
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Change Management Area Current Anticipated | Anticipated | Anticipated
Status status at status at status at
30/09/2005 31122005 3118312006

o Compliance with an independent trust scheme approval Amber Amber Green Green
process designed to provide assurance for individuals and 310372005 31/03/2005 1212005 31122005
companies using or relying upon e-business transactions {(see
www.ischeme.org) and which will work with Governmeant
Connect (see hitp:/iwww.govcennect. gov.ukicomiportal))

Comment:Penelration testing is planned for September 2005.

e Use of Government Connect {see
hitp:/iwww.goveonnect.gov.uk/cemiportally to support.

§) personalisation & registration for services categorised | Red
at security levels '0' and *1* through ihe citizen account +01/07/2005:.

Comment:

if) adoption of Unigue 1Dentifiers (UiDs) and associated
standards, as designated in Government Connect

iif) the bereavement journey & closing of accounts {see
http:mvw.cabinetofﬁce.gov.uldregulationfpsUprojectslrn
adibereave.asp)

i) citizen & businass authentication for services for

services categorised at security levels 0-3 = Ojf_ﬂ???ﬂ(_lﬁ*--

Comment:

v) registration & authentication of employees for intermatl oo Reds
and cross-agency services 5. 01A7/2005

Commaent:

vi) corporate approach 1o collection of e-payments

vif) cross agency secure transactions (Government to
Government}

viii} account structures for citizens, businesses, property, - Red: = Red
volurtary & community bodias, schools and parishes Q1071200 :01/C7/2005

ix) common XML schema and frameworks for
performance managemenl, Locai Strategic Partnerships
and Local Area Agreements (where in place)

x} GC Register {see
hitp:/Awww. goveonrnect.gov.ukicemiwass-demoithe-progr
amme.en)

xi} GC Exchange {see e e
http:/www. govconnect. gov.uk/comiwoss-demolthe-progr 5 010712005
amme.an}

Comment:

o Government Connect (see

010712005 | 01/07/2005 | 011077200

hitp:/iwww.goveonnect.gov.uk/comiporiall back office 00T 202/07/2005:: 4 017072000 ] - MM (et
cennection in place (Department interface Server) Comment:Oxford City Council does not fee! that the product
is ready yal.




Change Management Area Current Anticipated |Anticipated |Anticipated

Status status at status at status at
30/09/2008 311212005 31/03/2006

« Connection to Direclgov (see hitp/iwww.direct.gov.uk) from Green Green Green Green

corporate website and parinership portal(s) 09/11/2004 09/14/2004 09/11/2004 09/11/2004
Comment:This is available.

» Compliance with Freedom of Information Act 2000, inciuding Green Green Green Green

responding to requests for information from individuats within 31/12/2004 3112/2004 31/12/2004 31412/2004

a reasonable time period {see
nttphwww.icd.gov.ukifol/foidpunit. him &
http:.f.fwwwpra.gov.uklfecordsmanagemenvaccassféefauil.mm

)

Comment:Oxford was fully compliant by 1st January 2005.

o Regulary-maintained fink from Local Land & Property Green Grean Green Green

Gazetteer (LLPG) to National Land & Property Gazetieer 34/10/2004 31/10/2004 31/10/2004 31/10/2004

(NLPG) (ses http:/iwww.nlpg.org.uk) Comment:This is in place.

» Conneciion to National Land Information Service (NLIS) at Graen Green Green Green

Level 3 (see hitp:/iwww.nlis.org.uk) 3410/2004 31/10/2004 3110/2004 31/10/2004
Comment: This is in place.

o Introduction and maintenance of an online service directory |7 Red . | Red? Amber Graen

far Children's services for professionals warking with children |- 31/03/20057 |- 31/03/2005 | 31/12/2005 340372006

& young peaple, and allowing public access where possible
(for further information see hitp:/fwww.dfes.gov.uk/isa)

Comment: This is being discussed wilhin the Oxon 1EG

partngrship.




Section 3 - BVPI 157

Councils are asked to complete the following table using the definition of Best Value
Performance Indicator (BVPI) 157 for Electronic Service Delivery (Corporate). You
are required to validate your local list of interactions against Version 2.01 of the
Local Government Services List (LGSL) developed by local authority members of
the esd-toolkit (www.esd-toolkit.org). All totals and percentages shown should be

cumulative.
Acitual Forecast
BVP! 157 Interaclion Type Forecast 01/02 02/03 03104 04/05 05108
average IEG3 oy Cre e O G
% e-enabied
position in
2004105 (.e.
at 31 March
2005)
Providing information:
» Total types of interaction e-enabled 94 % #0 e 250 2 250 0 282 0 332
o % e-enabled ¢ 0.00% e7530% 1e7530% [e8484% je 100.00%
Collecting revenue:
o Total types of interaction e-enabled 87 % o +3 03 0 21 037
e % g-enabled «27G% e 8.11% o 8.11 % ¢ 56.76% | 100.00%
Providing benefits & grants:
o Total types of interaction e-enabled 78 % ) 05 08 e 10 0 17
o % e-enabled e 300 % e 29.41 % e 47,06 % o 58,82 % e 100.00 %
Consultation:
o Total types of interactior: e-enabled 86 % 0 0 o8 05 e 16 218
s % e-enabled «0.00% 0d2.11% ]o47.37% |e 8421 e 100.00 %
Regulation {such as Issuing
licenses): 8%  le0 029 ° 30 2 33 o 34
« Total types of interaction e-enabled e 0.00 % e8520% [eBB24% 1|e97.06% |e100.00%
s % e-enabled
Applitations for services:
o Total types of interaction e-enalied 83 % o6 79 e 120 o 142 e 157
& % e-enabled e 382 % +5032% |o76.43% |e08045% | 100.00%
Booking venues, resources &
courses: 78 % o1 4 e 5 o7 «8
o Total types of interaction e-gnabied a1111% |044.44% 105556% je77.78% |e100.00%
» % e-enabled
Paying for goods & services:
o Total types of interaction e-enabled 80 % 20 03 o5& I 210
» % e-enabled e 0.00 % 23000% |e56.00% leB80.00% |e100.00%
Providing access to community,
professional or business networks: 82 % 00 85 B o7 o 10
o Total types of interaction e-enabled ¢ 0.00 % 25000% Je80.00% |e70.00% [e100.00%
s % e-enabled
Procurement:
o Total types of interaction e-enabled 3% 00 o1 02 03 03
# % e-enabled « 0.00% 233.33% (06667% |e100.00% e 100.00%
Total:
» Total types of interaction s-enabled 86 % o8 o 387 o 438 e 529 o 628
o % e-enabled 0 1.27% 063.62% |969.75% |e84.24% [e100.00%




Section 4 - Access Channel Take-Up
in order to demonstrate public take-up of the main e-access channels that you are
investing in, you are asked to complete the table below detailing actual and forecast
figures for numbers of e-enabled payment transactions and change of address
notifications. It is important that e-access channel investment and rollout also
facilitates accompanying improvements in the corporate management capability
required to monitor and collect such statistics. Click on the light bulb icons for
industry definitions of page impressions and unique users.

Actual Forecast
E-enabiement & Main E-Access Channel 03/04 04705 45/06 06/G7 07/08
Take-Up
Local Service Websites
» Page impressions (annual} 1,430,000 2,784,144 8,827,631 7,620,304 8,382,434
o Unigue users, i.e. separate individuals visiting 0 0 4] 0 0
website (annual)
« Number of e-enabled payment transactions 1,800 1,500 4,820 7.500 8,250
accepted via website
o Number of change of address notifications 0 8 720 1,000 1,500
accepied via website

Comment: Since making our website mere transactional, security settings
are preventing the calculation of unique USers - a selution to this is being

sought.

Talephone

{i.e. telephone interactions where officers can
access electronic information and/or update
records on-line there and then, including
interactions in confact centres)

» Number of e-enabled payment ransactions
accepled by telephone

16,600

17,500

15,750

14,175

12,757

» Number of change of address notifications
accepled via telephone

0

0

560

500

500

Gomment: It is assumed that approximately 10% of people using the
ielephone as an access channel will swap {o the website.

Face To Face

{i.e. front-ine operations where officers can
access electronic information and/or update
recards on-line there and then, including
interactions at reception desks, One Stop Shops
&amp, hiome visils)

o Number of e-enabled payment transaclions 0 0 3,000 2,008 1,500
accepted via persenal contact
» Number of change of address notificaticns G 0 2,000 1,500 1,000
accepled via personal contact

Comment: The customer service unit receive over 80,000 face to face
enquiries per year, however, as part of the custemer contact work, this
figure will be broken down further to ailow the above measurement.

Other Electronic Media
(e.g. BACS, text messaging}




Actual

Forecast

E-enablement & Main E-Access Channal
Take-Up

03/04

04/05

05106

06/07

07/08

» Number of e-enabled payment lransaclions
accepled via BACS

347,255

343,815

347,256

350,695

354,135

o Number of e-enabled payment transactions
accepled via text message or other electronic
form

s Number of change of address notifications
accepted via other electronic media

Comment:

Non Electronic
{e.g. cash office, post)

» Number of payments acceplted by cheque or
other non-electronic form

143,000

165,000

150,000

13G,600

120,000

e Number of change of address notifications
accepled via non-electronic form

o

5,000

4,000

4,000

GComment: Payments accepled by cheque are expecled to decline due o
the further promotion of web services and telephone payments. Change of
address notifications are not currently measurad.

3
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Section 5 - Local e-Government Implementation Expenditure
Councils are asked to provide a summary of current and forecast expenditure on
implementing electronic government up to 2007/08. This should include the
standard elements in the table below and brief commentary on the use of IEG
money. For 2005/6 onwards, please include best estimates of revenue and capital
expenditure even though the council may not yet have officially approved the
budgets. (Please note that implementing e-government expenditure refers to
investment designed to e-enable local services and to transform their accessibility,
quality and cost-effectiveness in line with the 2005 target. Cyclical spend related fo
the maintenance of the existing ICT infrastructure should not be included):

Backward Lotk (£) Ferward Look {E)
Programme Resource 0102 to 04/05 05/06 06/07 07/08
03/04

¢ JEG capital grant 400,000 350,000 150,000

Comment;
o ODPM Locai e-Government Support & 0 0 0 v 0
Capacily Programme capital grant

Comment:
o your council's nominal pro rata share of ODPM {74,000 ¢ 0 9 G
Local e-Government Parinership Programme
capital grant allocated in your area

Comment:Funds awarded ta Oxfordshire e-Government partnership for a
posal project, single peint of access and Community information Database.

» financial contribution fram public-private 0 0 0 Y 0
pastnerships

Comment:
o resources being applied from internal revenue 200,000 335,00G 275,000 175,000 75,000
and capilat budgets to impiement e-government

Comment:This includes the e-Government manager post, {EG project
management costs, money from building cortrol and the 1EG revenue
budget.

o olher resources {e.g. training) {please specify)

10,000 | 20,000 | 20.000 | 20,000 20,000

CommentIncludes ECDL, Prince 2, IEG Infrastrusture, website and CRM
training.

« ODPM e-Innovations Fund capital grant o [o fo [0 lo
Comment:
a financial contributions frem other sources of 40,000 1] 0 0 4]

Governmant funding, such as the Invest to Save
Budget {iSB), EU funding

Gomment:Cantributiuon to planning, for the improvement made to their
sefvice

TOTAL

724,000 705,000 445,000 195,000 95,000

B LN
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Section 6 - Local e-Government Programme Efficiency Gains

The calculation of efficiency gains from local e-government has been designed to align with the approach to measuring
achievement against the efficiency gains target set out in the January 2005 Efficiency Technical Note (ETN) for Local Government.
Links to listed websites in the table Notes also offer a key source of support in calculating figures.

Backward L.ook {£) Forward Look (E)
04/05 05/06 06/a7 07/08
Efficiency Gains Annual gain ...of which Expecied annual ...of which Expected annual ...of which Expected annual ...0f which
cashable gain cashable gain cashable gain cashable
Corporate services, of which:
» e-recruitment 0 jo [ 11,500 {2,800 [11.900 } 2,900 [ 12,100 {3,000
Comment; Cashable gains based on the assumption that 33% of afl job applicants will apply online,
« e-payments 0 {o 110,500 {10,500 {11600 {11,600 12,800 | 12,800
Comment: 6800 e-Payments are expected fo be made through the websile this year. Further projections are based on a 10% increase per year.
» corporale services efficiencies not |0 {o | 25,000 {25,000 lo lo lo lo

covered above

Comment: CRM - system replacing the need to procure a replacement system at City Works,

e-Procurement, of which:

e Service specific

0 lo 1 77 500 i 77,500 {79,800 179,500 {82,200 {82,200

Comment: e-Procurement savings are based on a successful stationary & consurmables e-Auction {40000} a new contract negotiated for recruitment
(20000) and savings associated with the introduction of P-cards (17500)

» Cross-cutting e-procurement 0 ]0 iO !0 [0 !0 }l} tO
efficiencies not eovered above Comment:

Produciive time, of which:

» Service specific o lo 199,200 [o {102,200 lo | 105,200 lo

Comment: Sased on: JEG Infrastruciure project, the ability to upgrade software centrally. Use of wireless devices that reduce the need for repeated visits.
CRM - reduction in staff turnover and associated {raining and recruitrnent costs, Kiosks - encouragement of seif-service saving .5FTE




SRR

Backward Look (£}

Forward Lock {£)

04105 05106 a6/07 u7/o8
Efficiency Gains Annual gain ...of which Expected annual ...of which Expected annual ...of which Expected annuai ...of which
cashable gain cashable gain cashable gain cashable
e Cross-cutting productive time ] ¢ 0 0 0 ¢ 0 a
efficiencies not covered above
Comment:
Transactions 0 o o lo o lo {0 o
Comment:
Miscellanecus efficiencies not 0 IE] to 10 IO 10 |U IO
covered above
Comment:
TOTAL EEFICIENCY GAINS - [H] 1] 223,800 115,800 205,500 94,300 242,300 98,000
GROSS
LESS e-govemment implementation 705,000 445,000 195,000 95,000
expenditure N
Comment:
TOTAL EFFICIENCY GAINS - NET  |-,705,000 -,221,200 10,500 117,300






