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1.0 Introduction 
 

1.1 The ICT Shared Service between the London Borough of Brent and the 
London Borough of Lewisham went live in April 2016. The Shared Services 
Business Plan attached as Appendix 1, outlines the core business activities 
and required outcomes for the first year of operation of the shared service 
(2016-17). 
 

1.2 The shared service has completed 6 months and significant progress has 
been made on the projects to update Lewisham’s infrastructure, with the 
desktop rollout completed and priority services migrated to the new 
infrastructure. 
 

1.3 The restructure of the service was completed and the new structure went live 
in August.  
 

1.4 The current focus is on the following areas: progressing the migration of 
remaining Lewisham services to the new infrastructure, performance 
improvement on the service desk, planning for the potential next phase of the 
shared service, identifying savings and potential income opportunities for 
17/18 and beyond. 

 
 

2.0 Recommendation  
 

2.1 The ICT Shared Service Joint Committee is asked to: 
a) Note the contents of the Business Plan as set out in Section 1 and 

Appendix 1. 
b) Note the actions being taken in Section 2 - Key Updates to bring the 

Lewisham infrastructure in line with the Brent infrastructure. 
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c) Note the contents of the Performance Pack as outlined in Section 3 
and Appendix 2 and agree any remedial actions as necessary. 

d) Note the current budget position for the ICT Shared Service as set out 
in Section 4. 

 

3.0 Key Updates 
 

3.1 The desktop rollout in Lewisham was completed with the exceptions of the 
Library Service and Youth Services. Libraries have a dependency on upgrade 
of data links, with significant lead times. In terms of the Youth Services we 
have been negotiating to establish if they wanted to buy IT services from us, 
as they were separating from the council. This is now being progressed and 
will be generating income for the shared service going forward. 
 

3.2 Priority services in Lewisham have been migrated to the new infrastructure, 
including Payroll (Resource Link), Social Care (Liquid Logic), Planning 
(IDOX), Education (Tribal). A new email environment has been built and the 
migration of users to it is being completed this month. 

 
3.3 With the completion of the core part of the project we are losing a number of 

interim staff funded through the project, and the majority of the remaining work 
at Lewisham is to be completed by BAU staff. 

 
3.4 The restructure of the shared service was completed in August. This left the 

service with a number of vacancies, and we are currently going through a 
recruitment process to fill them. 

 
3.5 We have experienced issues with the performance of the service desk and we 

have implemented a number of changes in September which we anticipate 
will show improvement in the service in the next couple of months. This is 
explained in more detail in section of this report. 

 
3.6 Both councils have realised their significant target savings for 16/17. The 

budget position is outlined in section 5 of this report. 
 

3.7 Work on the potential next phase of the shared service is underway.  This 
could involve merging our application support teams in order increase 
resilience and capacity.  An analysis of the options with recommendations will 
be finalised shortly and will be taken through the appropriate governance 
arrangements in each Council. 

 
3.8 Discussions are taking place at director level with other local authorities to 

explore opportunities for the shared service to generate additional income in 
17/18 and beyond.  

 
3.9 Brent are finalising a business case for hosting OneOracle at the end of the 

Cap Gemini contract in July 18 and will be taking this to Cabinet in November 
2016. This would generate savings to Brent from the current revenue costs, 
and has the potential to also generate income from hosting on behalf of other 
councils. Lewisham are working on their own business case as they have to 
deal with the complication of their Payroll using the Northgate ResourceLink 
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application instead of OneOracle; Brent have provided the costs for their 
option to Lewisham to incorporate in their business case. 

 

4.0 Performance Pack 
 

4.1 The latest performance pack is issued with this report as at Appendix 2. The 
pack contains the following: 

 Status of objectives from the Shared ICT Service Business Plan 

 Risks  

 KPI performance for Brent 

 KPI performance for Lewisham 

 Exceptions  

4.2 We are not at this point in time meeting the performance targets we have set 
for the service. We do however have to put this in context; 5 major factors 
have affected performance over the first 6 months and these are explained 
below: 
 
i) Pressure on resources to deliver the infrastructure refresh project 

at Lewisham: the first step in establishing the shared service was to 
do a complete replacement of all Lewisham infrastructure: network, 
desktops and servers. To put this in perspective this was repeating 
similar projects we had already done for Brent, but with timescales of 
12 months for network, 18 months for desktops and 24+ months for 
servers. We did have interim staff to support the project but we had to 
rely heavily on existing staff for more specialised knowledge of our 
infrastructure and experience from the Brent projects. 
 
We have now completed the network and desktop projects in a fraction 
of the time, and are going through the server refresh, which should be 
completed by mid-2017. Whilst the majority of the work has now been 
completed there is likely to be an ongoing pressure on resources until 
the final completion of the project. 
 

ii) Maintaining both old and new infrastructure at Lewisham: while 
rolling out the new desktop solution the shared service has also had to 
maintain the old XP laptops and desktops, which we are now in the 
process of decommissioning. The resourcing levels of the shared 
service are based on maintaining a thin client environment only, with 
most of the work is done remotely from the end user; little or no time 
needed to visit different office locations, or rebuild faulty PCs. Against 
whilst the new desktops are now in place there will continue to be a 
pressure on resources until the old laptops have all been 
decommissioned. 
 

iii) Restructure of the department to address the requirements of the 
shared service: in April we had a department that consisted of what 
was before the Brent ICT team, with additional staff that transferred 
under TUPE from Capita (Lewisham contract) and Liberata (LGA 
contract). Work was needed to implement a new structure that was fit 
for purpose to provide the services of the new shared service. The 
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restructure did mean some disruption to staff, as well as a delay in 
filling vacancies in the establishment. The restructure is now complete, 
and the new structure went live in early October 2016.  
 

iv) Vacant posts in the department, with some key posts not covered 
by interim staff: As mentioned above we have some vacancies that 
we could not recruit on until the restructure was complete. This 
included some key roles, notably of an additional team leader and a 
technical support coordinator, both roles essential to improving service 
performance. We are in the process of recruiting for these positions. 
 

v) Split ServiceDesk (both IT system and team) across two councils: 
Lewisham service desk was implemented in April on a new cloud 
version of our service desk software (Hornbill), while Brent have been 
operating on a legacy on-premise version until September as it was not 
perceived as a priority. This proved problematic to our service desk 
supervisors and our support team leaders, as they had to monitor two 
separate systems and prioritise work across separate queues. We 
therefore prioritised this migration and completed it in September. 
 
Additionally, although our service desk operate on a single online 
channel, and therefore their location is not critical to the service, we were 
operating since April with staff working on Brent calls based at Brent, 
and staff working on Lewisham calls at Lewisham. This led to 
inconsistencies in supervision and management of the service; with our 
vacancies we only had one call coordinator in post, and they had to 
constantly move between the two locations. Looking at the number of 
calls resolved by engineer, we saw significant differences between the 
two teams, without being able to identify a significant difference in the 
complexity of the calls. Finally, we felt one larger pool of engineers is 
more effective than two smaller pools, as it allows us to deal better with 
peaks at call volumes occurring in either council. We therefore moved 
both teams to Brent as of September. 

 

4.3 We are continuing to monitor the situation, and we anticipate an improvement 
in service levels in the coming months. The changes implemented in early 
September in centralising the service desk appear to have had an initial 
positive effect, however as the changes occurred during the month it is early 
to come to conclusions.  
 

4.4 It should also be noted that with the Brent migration to the new system we are 
now reporting on performance across three different call priority levels, where 
before all calls were reported on the same level, therefore comparison with 
previous months is not appropriate at this point. Additionally, we are not yet 
measuring the availability of all services in Lewisham, as this is still work in 
progress, we anticipate we will be able to report on these by late 2016. 

 
4.5 It is encouraging that the NPS (Net Promoter Score, an industry-standard 

metric we use to measure customer satisfaction) has been consistently 
positive for both Brent and Lewisham (any score above 20 is considered 
good). 
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5.0 Budget Update 
 

5.1 The shared service manages a combined budget for both Councils (primarily 
staff costs) and it also manages separate IT spending on behalf of each 
Council (mainly infrastructure contracts).   Work is ongoing to combine these 
budgets and novate all IT contracts to Brent so the shared service can directly 
manage all related spending. This has taken more time than anticipated 
following the transition from Capita. 

 
5.2 Brent had a saving target of £1.62m for 16/17. This is met in full through 

savings realised by the implementation of the shared service, income 
generated from the contract with the LGA, and renegotiation and/or 
termination of third party contracts. The overall Brent IT budget is therefore 
currently forecasting a balanced budget. 

 
5.3 Brent are in the process of developing their overall digital strategy, and this is 

likely to lead to additional work and/or investment to deliver it. 
 

5.4 Lewisham agreed savings of £1m 2016/17 from a combination of the 
introduction of the shared service and a reduction in certain infrastructure 
costs.  Lewisham is on track to deliver these savings. Alongside this the 
Mayor and Cabinet agreed to invest £2.5m to update Lewisham’s 
infrastructure and we are on track to deliver the project within that budget.   

 

6.0 Financial Implications 

 
6.1 There are no direct financial implications from this report but both Councils 

decided to create a shared service on the basis that it would generate savings 
(whether income or cost reductions). 
 

6.2 Both parties have already realised significant savings, described in detail in 
section 5.  However, both parties will need to find future business from other 
boroughs to generate further savings and there are always risks attached to 
this.  Most boroughs aspire to generate income from other public sector 
bodies for services provided to them but are generally reluctant to pay other 
public sector bodies for a similarly provided service. 
 

6.3 Brent Council budget assumes savings of £375k per year for 2017/18 and 
2018/19 and it is likely that savings will be added for future years, subject to 
the success of the partnership. 

 
7.0 Legal Implications 

 
7.1 Brent Council hosts the shared ICT service, pursuant to the Local 

Government Act 1972, the Local Government Act 2000, the Localism Act 
2011 and the Local Authorities (Arrangements for the Discharge of Functions) 
(England) Regulations 2012.These provisions allow one council to delegate 
one of its functions to another council as well as allowing two or more councils 
to discharge their functions jointly with the option of establishing a joint 
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committee. Joint committees can in turn delegate functions to one or more 
officers of the councils concerned. Decisions of joint committees are binding 
on the participating councils. However, subject to the terms of the 
arrangement, the council retains the ability to discharge that function itself. 
 

 

8.0 Diversity Implications 

 

8.1 There are no direct diversity implications.  
 
 
 
 
 
Contact Officer(s) 
Prod Sarigianis, Head of Digital Services 
Email: prod.sarigianis@brent.gov.uk, Tel: 020 8937 6080 
 
 
 


