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Brent and Lewisham councils agreed to 

establish a shared service for ICT by April 

2016. The service will be initially delivering 

Infrastructure services to the two councils, 

including common ICT infrastructure, a service 

desk covering all aspects of ICT, associated 

project management, financial management, 

procurement and administration services. 

There are plans to expand the service further to 

incorporate application support, however it is 

envisaged that for 2016/2017 the two councils 

will retain their own separate application 

support teams, fronted by the shared service 

desk. Information Governance is not currently 

in the scope of the shared service.

The service is hosted by Brent, who will 

employ all staff and manage all ICT contracts 

on behalf of both councils; it is however setup 

to equally serve both organisations, managed 

by a shared management board and overseen 

by a joint committee. The full cost of delivering 

the service is split equally between the two 

councils, with the exception of costs related to 

contracts specific to one of the two councils. 

Additionally Brent is covering in full the FTE 

cost of staff involved in providing services to 

the Local Government Association, under a 

contract between Brent and the LGA. The 

aspiration however is that the shared service will 

be offering services to more organisations going 

forward, with all associated costs and benefits 

shared equally between the two councils.

This document outlines the Business Plan for the 

first year of the operation of the shared service 

(2016-17). This is obviously a transition period 

and this is reflected in the plan, with a significant 

element of the planned work focusing on 

bringing the infrastructure at Lewisham to the 

same level as Brent. Another significant element 

of the transition period is around setting up the 

structure of the shared service, with the initial 

transfer of staff from Capita and a subsequent 

restructure of the service.

Any activities related to LGA although 

performed by staff in the shared service are 

not included in this document, but have 

instead been incorporated in a separate 

business plan for the LGA.

Introduction



1. Core Business Activity 

DIVISION CORE BUSINESS ACTIVITIES

Digital Services Develop and provide high performing, customer focused and cost effective digital services to 
support effective service delivery across the councils; make best use of technology to deliver 
service benefits and improvements to residents and staff.

Infrastructure & Service Delivery

• Maintain all ICT infrastructure and corporate systems for the councils.

• Provide a centralised ICT service desk and an ICT drop-in service to staff.

Programmes, Transformation & Budget Management

• Provide project management services for all infrastructure-related ICT work.

• Manage the ICT budget and ICT procurement.

• Enable transformation work around channel migration and mobile working.

DIVISION KEY OUTCOMES

Digital Services Successful Implementation of infrastructure at Lewisham and migration of all existing services

Successful transition from Capita contract at Lewisham and establishment of new shared service 
structure to support the councils

Successful Implementation of the Community Access Strategy at Brent

Provision of ongoing support required to deliver the Lewisham Digital Programme

Enable better ways of working through automation, workflow and business intelligence in both 
councils

Collaboration with external partners to deliver and integrate ICT services

Readiness to implement the next phase to incorporate application support to the shared service

Development of infrastructure investment plan and draft application roadmap for the two 
councils

 



2. Planning Context

CONTEXT CHANGE IMPLICATIONS

Additional savings targets 
from both councils

Both councils have additional targets to deliver savings in 17/18 and beyond. This is 
going to be addressed to an extent through the second phase of consolidating the two 
application support teams into the shared service, but there will be a need to go further.

Implementation of resilient and scalable 
infrastructure platform and creation of a 
structure with a wider pool of resources 
to better support and develop it

All the work being done to implement the infrastructure, the work to prepare an 
infrastructure investment plan, and the restructure of the department to ensure we have 
the right resources in the right place to support this environment positions the shared 
service in a very good place to potentially sell services to other organisations, meeting 
financial targets and potentially generating additional income for the two councils.

3. Strategies 

STRATEGY NAME PERIOD IT COVERS LEAD OFFICER

Brent Community Access Strategy 2014-2017  
Currently being incorporated 
into the overall Digital Strategy

Margaret Read

Lewisham Digital Transformation 
Programme

2016-2018 
Scope being finalised, work 
has already commenced.

Duncan Dewhurst

4. Department Delivery Plan 

OBJECTIVE KEY ACTIVITY
PROGRESS
MILESTONES

SUCCESS 
CRITERIA

Successful transition 
from Capita contract 
at Lewisham and 
establishment of 
new shared service 
structure to support 
the councils

Joint Head of Digital 
Services

• Complete consultation with 
TUPE staff

• Agree location and roles for 
TUPE staff on the 1st of April

• Put in place transitional 
arrangements for support as 
of 1st of April

• Prepare proposed structure 
and consultation document

• Complete restructure and 
successfully recruit in all 
positions

• Consultation to be 
completed by 22/3/16

• Completed transition 
arrangements 
documented and 
communicated by 24/1/16

• Begin restructure 
consultation by 18/4/16

• Fully populated structure 
by 1/8/16

• No disruption to Lewisham services 
as a result of transition

• Data collection as of 1/4/16 to start 
reporting on all KPIs to measure the 
service

Implementation of 
Community Access 
Strategy for Brent

Head of Programmes, 
Transformation and 
Budget Management

• Support the development and 
implementation of the new 
customer services portal.

• Develop new eForms 
following agreed plan with 
customer services.

• Forms identified by 
Customer Services as 
priority migrated.

• Plan produced 
for migrating the 
remaining forms and 
decommissioning old 
eForms system.

• Residents able to authenticate through 
the portal and access council services.

• Old eForms system (no longer 
supported by the vendor) is 
decommissioned. New reliable 
platform with all forms migrated 
and improved available to the 
community. Increase in uptake of 
online forms.



OBJECTIVE KEY ACTIVITY
PROGRESS
MILESTONES

SUCCESS 
CRITERIA

Implementation of 
new Infrastructure 
& migration of 
Lewisham services

Head of Infrastructure 
& Service Delivery

• Rollout of desktop solution at 
Lewisham

• Migrate all Lewisham 
application servers to new 
infrastructure

• Consolidate Brent and 
Lewisham data network

• Upgrades/changes necessary 
to achieve joint PSN 
compliance

• Provision new remote access 
and mobile working solutions 
to Lewisham

• Network consolidation and 
availability of associated 
services by 30/5/16

• Completion of the desktop 
rollout by 13/6/16

• Priority services migration 
completed by  1/7/16 

• Completion of server 
migration by 30/9/16

• Successful submission to 
PSN by 28/10/16

• Fully resilient and reliable 
infrastructure hosting all Brent and 
Lewisham ICT services and meeting 
availability targets of 99% during 
business hours.

• Flexible and reliable desktop 
provision to all staff allowing them 
to work from any location accessing 
all council services

Collaboration and 
systems integration 
with partner 
organisations

Head of 
Infrastructure & 
Service Delivery

• Providing the support required 
in relation to changes in 
infrastructure to support 
Brent and Lewisham initiatives 
to collaborate with partner 
organisations

• Delivery of remote access 
solution to Lewisham 
staff enabling them to 
access their corporate 
desktop from health office 
locations by 13/6/16

• Improved integration with partner 
organisation IT systems to better 
enable multi-agency care for the 
community.

Accelerating our 
journey to “Digital 
by Design” by 
utilising technology 
to implement 
process automation 
and process 
improvement.

Head of Programmes, 
Transformation and 
Budget Management

• Identify opportunities for 
application consolidation.

• Develop online forms with 
workflow to automate 
internal processes.

• Explore the use of a generic 
case management system 
to provide the back-end 
workflow for the processes. 

• Identify opportunities for 
mobile working.

• Integration between Tribal 
(Education) and Mosaic 
(Social Care) systems in 
Brent to provide single 
view of a child.

• Implementation of 
Manager self-service in 
Brent.

• Delivery of a joint 
application roadmap for 
Brent and Lewisham

• Improving data quality and 
integration between different data 
sets, enabling staff to improve 
services to residents by reducing 
application footprint or through 
integration across applications.

• Reduced application support costs 
to meet budget demands and 
safeguard Brent and Lewisham 
services.

• Staff enabled with better ways of 
working to deliver a better service to 
the community.



OBJECTIVE KEY ACTIVITY
PROGRESS
MILESTONES

SUCCESS 
CRITERIA

Readiness to 
implement the next 
phase to incorporate 
application support 
to the shared service

Joint Head of Digital 
Services

• Liaise with the Lewisham 
Application Support team to 
develop a joint structure and 
transition plans for the next 
phase.

• Agreed structure 
arrangements by 28/10/16

• Head of Applications in 
post by 2/12/16

• Complete restructure 
and agree transition 
arrangements by 1/4/17

• New structure in place by 
1/4/17

• Improve application support capacity 
for both councils by consolidating 
our resource pool and standardising 
our support arrangements.

• Deliver revenue savings to both 
councils

Develop 
opportunities for 
selling ICT services 
outside the shared 
service

Joint Head of Digital 
Services

• Identify and explore any 
further income generation 
opportunities.

• Ongoing discussions with 
other London LAs with 
potential interest to buy 
services.

• Explore opportunity to host 
the oneOracle system on 
behalf of the partnership, 
or as a minimum Brent and 
Lewisham.

• Deliver plans for raising 
additional income in 
18/19 by 1/4/17.

• Proposals for oneOracle 
hosting and support to 
both councils by 27/1/17.

• Maintain an ICT service with 
adequate funding to continue 
providing an excellent service to staff 
and the community.



5. Cumulative Equalities Impact

CUMULATIVE IMPACT OF PLANNED DELIVERY DURING 2016/17

EQUALITY
CHARACTERISTICS

POSITIVE NEGATIVE NEUTRAL
PLANNED ACTIVITY
AND COMMENTS

Age Yes Yes  N/A

• Increasing the number of transactions that can be 
completed online

• Positive impact on younger people who prefer to 
use online services than face to face interactions.

• Potential negative impact on older people who 
may be less comfortable using online services - 
mitigations in place to reduce this negative impact 
and ensure access.

Disability Yes  Yes N/A 

• Increasing the number of transactions that can be 
completed online

• Positive impact on disabled people as people with 
some impairments may find it easier to access 
services online than having to speak to an advisor. 

• Potential negative impact on disabled people who are 
less comfortable online (such as people with learning 
disabilities, visual impairment etc) - mitigated by 
enforcing accessibility standards for digital services 
and by always ensuring a range of channels to access 
services including face to face contact. 

Gender identity and 
expression

No No  Yes • No differential impact related to gender identity. 

Race No No  Yes • No differential impact related to race. 

Religion or belief No No  Yes • No differential impact related to religion or belief. 

Sex No No  Yes • No differential impact related to sex. 

Sexual Orientation No No  Yes • No differential impact related to sexual orientation. 

Pregnancy and 
maternity

No No  Yes
• No differential impact related to pregnancy and 

maternity. 

Marriage and civil 
partnership

No No  Yes
• No differential impact related to marriage and civil 

partnership. 

 

 

 
 
 

 
 
 



6. Department performance measures for 2016/17

The following indicators measure the availability of the core supported services as a percentage – a 

99.9% availability measurement means that the service was unavailable for 0.1% of the time during 

the given month, or approximately 43 minutes.

KEY LINE OF 
BUSINESS 
SERVICE

MEASURE
RETAIN, 
DELETE  
OR NEW?

UNIT
ACCUMULATION 
OVER TIME

GOOD IS? FREQ
2015-16
 TARGET

2016-17
 TARGET

RESP OFFICER

Telephony 
(general)

Key line of business 
service aggregated 
up time in the month 
(monitored 24/7)

New % Latest
Bigger is 
better

M’ly N/A 99.9%

Head of 
Infrastructure 
& Service 
Delivery

Telephony 
(ACD - call 
centre)

Key line of business 
service aggregated 
up time in the month 
(monitored 24/7)

New % Latest
Bigger is 
better

M’ly N/A 99.9%

Head of 
Infrastructure 
& Service 
Delivery

Internet Access

Key line of business 
service aggregated 
up time in the month 
(monitored 24/7)

New % Latest
Bigger is 
better

M’ly N/A 99%

Head of 
Infrastructure 
& Service 
Delivery

Website

Key line of business 
service aggregated 
up time in the month 
(monitored 24/7)

New % Latest
Bigger is 
better

M’ly N/A 99.9%

Head of 
Infrastructure 
& Service 
Delivery

Email

Key line of business 
service aggregated 
up time in the month 
(monitored 24/7)

New % Latest
Bigger is 
better

M’ly N/A 99%

Head of 
Infrastructure 
& Service 
Delivery

Housing System

Key line of business 
service aggregated 
up time in the month 
(monitored 24/7)

New % Latest
Bigger is 
better

M’ly N/A 99%
Head of 
Applications

R&B System

Key line of business 
service aggregated 
up time in the month 
(monitored 24/7)

New % Latest
Bigger is 
better

M’ly N/A 99%
Head of 
Applications

Social Care 
System

Key line of business 
service aggregated 
up time in the month 
(monitored 24/7) 

New % Latest
Bigger is 
better

M’ly N/A 99%
Head of 
Applications

oneOracle

Key line of business 
service aggregated 
up time in the month 
(monitored 24/7)

New % Latest Bigger is 
better M’ly N/A 99% Head of 

Applications

Remote Access

Key line of business 
service aggregated 
up time in the month 
(monitored 24/7)

New % Latest Bigger is 
better M’ly N/A 99%

Head of 
Infrastructure 
& Service 
Delivery

Desktop Service

Key line of business 
service aggregated 
up time in the month 
(monitored 24/7)

New % Latest Bigger is 
better M’ly N/A 99%

Head of 
Infrastructure 
& Service 
Delivery

Planning

Key line of business 
service aggregated 
up time in the month 
(monitored 24/7)

New % Latest Bigger is 
better M’ly N/A 99%

Head of 
Infrastructure 
& Service 
Delivery



KEY LINE OF 
BUSINESS 
SERVICE

MEASURE
RETAIN, 
DELETE  
OR NEW?

UNIT
ACCUMULATION 
OVER TIME

GOOD IS? FREQ
2015-16
 TARGET

2016-17
 TARGET

RESP OFFICER

SOCITM Project 
Success Index

See ‘A’ below for 
explanation of 
measure

New
Score 
out 
of 9

Latest
Bigger is 
better

A’ly N/A 7

Head of 
Programmes, 
Transformation 
and Budget 
Management

Net Promoter 
Score

See ‘B’ below for 
explanation of 
measure

New
-100 
to 
+100

Latest
Bigger is 
better

M’ly N/A 20

Head of 
Infrastructure 
& Service 
Delivery

User 
Satisfaction 
Survey (based 
on SOCITM 
guidelines)

See ‘C’ below for 
explanation of 
measure

New
Score 
out 
of 7

Latest
Bigger is 
better

A’ly N/A 6
Joint Head of 
Digital 
Services

A.  The Project Success Index is a SOCITM metric used to evaluate how successful an organisation is in managing projects, 
looking at a number of factors over all projects that were completed over a year with a budget of over £30k. The 
resulting score is used for benchmarking against other local authorities. 

B.  The Net Promoter Score is a measure used widely by organisations providing IT services to measure customer satisfaction. It is 
not a percentage; it ranges from -100 to 100, and any positive number is consider good, with 50 or above considered excellent. 
The NPS is calculated from responses to the survey questions sent to individuals every time one of their calls is resolved.

C.  The Society for IT Management (SOCITM) offers an IT user satisfaction survey as a service to public sector organisations. 
Brent have been using that as it is a standard survey used by many local authorities and this facilitates a level of 
benchmarking of how well we do in relation to peer organisations. It was agreed that a survey with a similar set of 
questions and structure would be adopted by the LGA for the same reason.



7. Budget

The shared service budget for 16/17 is £5,485k, however this only represents the elements of the 

service currently shared. Brent and Lewisham both have separate application support teams, along 

with a number of application support contracts. Work is being done at the moment to prepare to 

consolidate everything to one budget by April 2017.

8. Staffing 
 

DIVISION/TEAM
NUMBER OF 
POSTS ON 

ESTABLISHMENT

TOTAL NUMBER 
OF STAFF  
(AND FTE)

VACANCIES

Head of Digital Services 1 1

Infrastructure & Service Delivery 40 37 3

Programmes, Transformation &  
Budget Management

9 8 1

TOTAL 50 46 4



9. Risks 
 

ID
RISK 
IDENTIFICATION

IMPACT RISK OWNER

RESIDUAL (NET) RISK 
AFTER MITIGATION

MITIGATION 
ACTIONS

RESPONSIBLE 
OFFICER

IMPACT
LIKELIHOOD 
(NEXT 12 
MTHS)

RISK 
SCORE

01 Catastrophic loss 
of Data Centre

Loss of access to 
IT services for staff 
and residents 

Head of 
Infrastructure 
& Service 
Delivery

3 1 3

Secondary data 
centre able 
to deliver all 
ICT services. 
Maintenance 
of Data Centre, 
proactive 
monitoring of 
environment 
and equipment.

Head of 
Infrastructure & 
Service Delivery

02
Loss of Access to 
the Council main 
buildings

ICT staff do not 
have access to data 
centre equipment; 
staff do not have 
access to network 
and desktops 

Head of 
Infrastructure 
& Service 
Delivery

1 1 1

Secondary data 
centre able to 
deliver all ICT 
services. All 
systems can 
be managed 
remotely. All 
staff have access 
to remote 
desktop. Staff 
can work in 
either council 
offices.

Head of 
Infrastructure & 
Service Delivery

 03
Substantial 
degradation to 
critical database

Loss of customer 
records; loss of 
access to view or 
update records.

Head of 
Applications

3 1 3

Regular 
backups, 
transaction 
logs, offsite 
storage of 
backup media, 
effective 
change control 
process.

Head of 
Applications

04
Serious security 
breach

Reputational 
damage. Financial 
Penalties.

Head of 
Infrastructure 
& Service 
Delivery

3 1 3

Regular 
patching of 
all systems. 
Maintenance 
of security 
controls. 
Effective 
change control 
process.

Head of 
Infrastructure & 
Service Delivery

05
Loss of key 
technical 
personnel

Inability to 
maintain key 
systems. High cost 
of buying external 
support.

Joint Head 
of Digital 
Services

3 1 3

Leadership. 
Staff 
development 
and sharing of 
skills.

Joint Head of 
Digital Services

06

Delays in the 
delivery of the 
Infrastructure 
project create 
operational 
issues and/or 
compromise 
PSN compliance 
status

Disruption to ICT 
services for staff. 
Loss of connectivity 
to PSN services.

Joint Head 
of Digital 
Services

3 1 3

Close 
monitoring of 
the project. 
Ensure 
adequate 
resourcing and 
prioritising of 
tasks. Ongoing 
engagement 
with GDS.

Joint Head of 
Digital Services



10. Current department structure

Joint Head of Digital Services

Head of Infrastructure & Service Delivery
Head of Programmes, Transformation & Budget 

Management

Technical Team Leader (Applications Support) 2 x Senior Project Manager (PO6)2 x Project Manager

2 x Finance & Contract Officer

Problem & Service Improvement Manager

Digital Channels & Mobile Working Manager

Technical Team Leader(Voice & Data Network) (PO6)

Technical Team Leader(Datacentre Support)

Technical Team Leader(Client Support) (PO6)

2 x Technical Support Coordinator (PO4)

Technical Architect (PO7)

IT Support Consultant (Email Lead)  

IT Support Consultant (Database Lead)  

IT Support Consultant 

2 x Senior IT Support Officer 2 x Senior IT Support Officer

IT Support Consultant (Networks Lead)  

IT Support Consultant (Telephony Lead)  

2 x IT Support Consultant 

2 x Senior IT Support Officer 

2 x Senior IT Support Officer

IT Support Consultant (Server & Storage Lead) 

4 x IT Support Consultant 

Senior IT Support Officer  

2 x Senior IT Support Officer

IT Support Consultant (Desktops Lead) (PO4) 

IT Support Consultant (PO3) 

Senior IT Support Officer (PO2) 

2 x Senior IT Support Officer (PO1) 

4 x IT Support Officer (SO1)


