COUNCIL
27TMAY 2004

ITEM NO. 6(€)

CAPITAL PROGRAMM E 200405
IMPLEMENTING ELECTRONIC GOVERNMENT

Responsible Cabinet Member(s) - Councillor Don Bristow,
Resour ce M anagement Portfolio

Responsible Director (s) - Paul Wildsmith
Director of Corporate Services

Purpose of Report

1. Toseek approval for the release of Capital Grant funds awarded to the Courcil for
successfully producing a suitable Implementing Electronic Government 2003(1EG3)
statement and to waive contract procedure rules.

Background

2. The dtached report (Appendix A) was presented to Cabinet on 27" April 2004and the
recommendations contained in it were suppated.

3. Onthe 30th April 2004 the Office of the Deputy Prime Minister (ODPM) made available
their revised priority service guidance after taking accourt of the ansultation feedback
referred to in paragraph 12of the dtached Cabinet report.

4. Thefourteen priority areasidentified in the consultation dacument remain and although the
revised guidance has more darity there ae no significant diff erences to the original
document.

5. Attached at Appendix B isa @py of the revised guidance

6. The ODPM has aso confirmed that each Courcil that has submitted a successful IEG3
statement will be avarded £350000in 20045 and subject to a successul IEG4 statement
showing progress against the priority areas being submitted to the ODPM later in the year a
further £150000for 20056.

Lega Implications

7. Thisreport has been considered by the Borough Solicitor for legal implicationsin
accordance with the Courcil's approved procedures. There ae noissues which the Borough
Solicitor considers need to be brought to the specific attention & Members, other than those
highlighted in the report.
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Sedion 17 d the Crime and Disorder Act 1998

8. The mntents of thisreport have been considered in the @ntext of the requirements placed
on the Courril by Section 170of the Crime and Disorder Act 1998 namely, the duty on the
Courxil to exerciseits functions with due regard to the likely effed of the exercise of thase
functions on, and the need to doall that it reasonably can to prevent, crime and dsorder in
itsarea. Itisnaot considered that the contents of thisreport have any such eff ect.

Council Policy Framewor k

9. Theissues contained within this report are required to be ansidered by Courcil.

Conclusion

10. To qudify for further IEG fundng the Courxil is required to make progressagainst the
government’ s priority service aess.

Remmmendation
11. Courxil are requested to :-
(8 Releasethe £3500001EG3 Capital Grant for the foll owing purposes :-
(i) Completion d the website project £100000
(i)  Implementation d the Accessto Services BVR Improvement Plan £100000
(iif)  Achievement of the governments priority services £150000
(iv) Waive Contract Procedure Rulesto alow any further website development work
identified with regard to achieving the government’s priority servicesto be
negotiated with the Courrcil’s current website devel opment partner Waterstons.
Reasons
12. Therecommendations are suppated by the following reasons :-
(& It suppatsthe Courcil’s Electronic Government Strategy and IEG statements.
(b) It will allow the Courcil to deliver the priority services asidentified by the government.
Paul Wildsmith
Director of Corporate Services

Background Papers

IEG3 statement

Ken Walker : Extension 2367
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APPENDIX A

CABINET
27TH APRIL, 2004

ITEM NO. 18

CAPITAL PROGRAMM E 200405
IMPLEMENTING ELECTRONIC GOVERNMENT

Responsible Cabinet Member (s) - Councillor Don Bristow,
Resour ce Management Portfolio

Responsible Director (s) - Paul Wildsmith
Director of Corporate Services

Purpose of Report

1. Toseek approval for the release of Capital Grant funds awarded to the Courcil for
successfully producing a suitable Implementing Electronic Government 2003(1EG3)
statement.

Information and Analysis

2. AsMemberswill be avare the government’ s Implementing Electronic Government
programme has already resulted in the award of £20Q000in each of the financial years
20022003and 20032004

3. Thisgrant has been used to assist with the adievement of the governments target of having
100% of services available dectronically by the end o 2005 primarily through the
development of the Courcil’s website.

4. The development of the website has been ajoint project between the Courcil and
Waterstons of Durham who were gppanted after a European tender process.

5. The20032004website development work has resulted in several improvements, including

those listed below:

(& Increased content onthe site

(b) Introduction d the Intranet

() The aedion d the Child and Adolescent Mental Health Strategy and Community
Lega Services areas onthe website

(d) Development of the Life Events theme launched on1¥ April 2004

() Submisgon d the site to the RNIB for assessnent against their *See It Right’ award

(f) Thefirst phase of eledronic forms onthe site

(9) The ability to register for alimited number of electronic services (live 1% April 2004
(i)  Courcil Tax balance
(i)  Courcil howsing rent balance
(iii) Notificaion d planning applications

(h) Increased number of users of the site
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(i)  Average of amost 20,000 vsits per month compared with 16000 pr month a
year ago

(i) 9,800 unque visitors per month compared to 6,000a year ago

(iii) It shoud be noted that these figures exclude Courril staff who visit the site from
their office PC's

6. Thework programme for the completion o Phase 2 of the website project is currently being
agreed and it is essential that this work progresses to ensure the Courcil’ s achievement of
itsBVPI 157target and ather key service priorities are met. Some of the aeas of
development are shown below. It shoud be nated that it might not be possble to deliver all
of the following from the £10Q000fundng currently allocated from the IEG3 award.

(@ Democratic services, including the Constitution, Register of delegated decisions and
Courcil minutes

(b) Register Office Indexesonline, thiswill all ow the search for birth, deaths and marriage
register entries and the ordering of copies of these on-line. This has the potential to
significantly increase revenuein this area.

(c) Actionsrequired to med the BVPI 157 target of 100% e-enabled services

(d) Improved search fadlities for the website

(e) SeaurelIntranet access for schods

(f) Further development of eledronic forms to al ow payments and attachments to be
included

(g) Work to meet the RNIB ‘See It Right’ standard

(h) Mini nonEnglish language sites to give esential information

(i) Booking tickets and sports facili ties on-line

7. The Courcil submitted its IEG3 statement on the 7" November 2003and was subsequently
informed that the submission hed been aaccepted and that we would qualify for fundngin
20045.

8. The amount of fundng had at this stage not been identified, although the ODPM had
suggested at briefing meetings that an amourt similar to previous years (£200000) would be
areasonable asumption.

9. Inadditionto thisexpected £200000it had been suggested that further funds would be
avail able for government nominated priority services.

10. A pressrelease onthe 12" February this yea (appendix 1) informed all Couril’s that had
successfully submitted an IEG3 statement that there was patentially £500000 available over
the next two financial yeas through IEG fundng. £350000in 20045 and £150000in
20056.

11. Award o the grant would be dependant upon pogressagainst the Courcil’s |IEG statements
and the governments identified priority services.

12. At thistime we ae waiting for the fina definition o these priority services but | have
attached a copy of the cnsultation paper and this Courcil’s resporse & appendices 2 and 3

13. Inthe expectation d receiving a£200Q000IEG3 grant, the budyet process for 20045 has
allocated £10Q000 d this grant the website project and the other £100000to the
implementation d the Accessto Services BVR Improvement Plan.
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14.

15.

16.

17.

18.

19.

20.

21

22.

The press gatement abou the fundng was nat clear as to the process regarding the receipt
of the grant or asto when we @uld expect to receive the grant.

We have contacted the ODPM to seek clarificaion and they have confirmed that the grant
will be paid as one anount and that aletter will be sent to the Chief Executivein April to
give more details relating to hav and when it will be paid.

It is our expectation therefore that the full £35Q0001EG3 grant will be paid to usin ore
payment and that some form of further submission regarding the priority services will
probably be required. It is also clear that failure to make progress against our IEG3 targets
and the priority services will probably result in the potential £150000grant for 20056
being withheld.

Lead departmental officers onthe Corporate IT Working Group are currently assessing how
the priority targets that their department has involvement with can be delivered.

In some cases additional software modues may have to be purchased to enable facilities not
currently avail able, e.g. aweb enabled modue for ticket booking for the Civic Theatre and
Arts Centre booking system. It is expected that more website development work will be
identified as part of this process

The work that Waterstons have dready dore for the Courrcil has been to avery high
standard and dHlivered ontime and within budyet. Their daily rate for the continued
development of the website equates to approximately £40Q which is very competitive as the
normal daily rate for ICT consultants used by he Courcil is normally within the range of
£595t0 £1,500. An extremely goodworking relationship between staff from both
organisations has al'so developed.

Given that the structure of the website has been devel oped by Waterstons and the fact that
they will continue to work with the Courcil in 20045 to compl ete the Phase 2 development
awarded to them through the European Tender process, it would be sensible to have any
further development work also carried ou by them.

To allow the work to be progressed by Waterstonsit will be necessary to waive Contract
Procedure Rules.

To summarise the position, it is proposed that the IEG3 fundng be all ocated to the
completion d the website projed (£100Q000), the Access to Services Improvement Plan
(£20Q0000) and the remaining £150000for 20045 be used to deliver priority services, as
identified by the government.

Financial Implications

23.

Members may recdl that additional annual revenue fundng of £20,000was agreed for
website initi atives (Minute C383May/01 refers). At the present timeit is considered that
these funds will be sufficient to pay for the annual recurring costs of the Website. Therefore
at thispoint it is anticipated that the planned work can be contained within the Courcil’s
overal budget.
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Lega Implications

24. Thisreport has been considered by the Borough Solicitor for legal implicationsin
accordance with the Courcil’s approved procedures. There ae no issues which the Borough
Solicitor considers need to be brought to the specific attention & Members, other than those
highlighted in the report

Council Policy Framework

25. Theissues contained within this report do nd represent change to Courril palicy or the
Courxil’ s pdlicy framework

Dedsion Deadline
26. For the purpose of the ‘cdl-in" procedure this does nat represent an urgent matter
Remmmendation
27. It isrecommended that the £3500001EG3 Capital Grant be released for the following
pUrpOsEs:
(@ Completion d the website project £100000
(b) Implementation d the Access to Services BVR Improvement Plan £100000
(c) Achievement of the governments priority services £150000
(d) Waive Contract Procedure Rules to allow any further website development work
identified with regard to achieving the government’s priority services to be negotiated
with the Courxil’s current website development partner Waterstons.
Reasons
28. The recommendations are suppated by the following reasons :-
(@ It suppatsthe Courcil’s Electronic Government Strategy and IEG statements.
(b) It will allow the Courril to deliver the priority services as identified by the government.
Paul Wildsmith
Director of Corporate Services

Background Papers

IEG3 statement

Ken Walker : Extension 2367
PB
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APPENDIX 1

News Release 2004/0030:
12 February 2004

LOCAL AUTHORITIES 'ON-LINE' FOR E-GOVERNMENT FUNDING BOOST

£220 million of e-Government funding is being allocated today to support further local authorities in
England to e-enable their priority services by 2005.

An additional £28 million is to be allocated to specific projects focusing on the national roll out of the
National Projects and the take-up of e-services.

Announcing the allocations today, Local e-Government Minister Phil Hope said:

“This money should assist all local authorities to deliver our shared target of e-enabling
all priority services by end of 2005. We are beginning to see the results of the various
projects across the country and this funding gives local authorities the support they need
to deliver further improved e-services for the people in their area.”

"Local authorities have been developing and improving their services using IT to give
their customers the modern services they want and need. This support will help them to
continue to improve and increase the use their customers make of them."

All local authorities - the people on the front line delivering e-Government - will receive £500K over the
next two years (£350k in 04/05 and £150k in 05/06 subject to submitting satisfactory IEG progress
reports). In addition to these flat rate payments, there will be extra non-financial help available to councils
to help them meet the target.

Phil Hope added:

"These next two years will be an exciting time. As the projects begin to deliver results,
services begin to improve people start to benefit."

"That is what e-Government is all about. | see this funding - the last allocations before
the target - as helping local authorities get over any hurdles still ahead and allowing them
to continue working with the determination I've seen first hand on many occasions."

Notes to Editors

1. The allocation of funds is supported by the programme dual key holders, HM Treasury and Office of
the Envoy. It is also supported by the Local Government Association. The £220 million, for the two years
up to and including the target year of 2005, is part of the £675 million total programme fund for delivering
Local e-Government

2. Local e-Government Funds Committed For Financial Years 2004-2006

Support for individual councils - Each local Authority in England, including submitting a satisfactory IEG
statement in 2003/04, 2004/05 and 2005/06 will receive £500k capital grant (E350k in 04/05 and £150k in
05/06). The IEG assessment will include a section on councils’ plans for e-enabling agreed priority
service outcomes. Councils not completing this section satisfactorily will be required to resubmit their IEG
statement and risk losing the following year’s allocation.

Councils struggling with e-government will be offered support from the new Implementation Support Unit.
The ISU will prepare an improvement plan with the relevant council which may then be allocated extra
support to implement the improvement plan. £10m for each of the 2 years has been allocated for this
purpose.

Total support for individual councils: £200m IEG support, plus up to £20m support for struggling councils.

Support for national projects - Phase 3 National projects covering Take-up and Marketing, Payments and
Environmental Services.
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£20m is allocated to support the roll out of National Projects. Detailed allocation has yet to be agreed but
it is likely to be a mix of support for individual national projects roll out, and support for national co-
ordination and exploitation.

Total support for National Projects £28m

Support for Partnerships - No further direct support for local e-government partnerships although councils
are expected to continue to work in partnership to deliver joined up services and exploit economies of
scale. New regional partnerships will be supported.

Total support for regional partnerships £4m

Support and capacity - To assist councils with the e-government agenda IDeA will continue to be funded
to provide the Implementation Support Unit and Strategic Support Unit
Total support for support and capacity £6m

Support for e-innovations - Support for e-innovations has already been allocated £10m over the next two
years.

Support for pathfinders- £1m : Support for pathfinder dissemination will cease after 04/05. Useful
pathfinder activity has been rolled up in National projects.

Communications/programme support - £2m is allocated to support communications and marketing
activity aimed particularly at council leaders (Members and officers) and service managers.

e-Voting - £1m is allocated to support for e-voting quality assurance alongside the £12m allocation for
2005 e-voting pilots.
Total support for e-voting £13m

3. Priority Services Consultation Paper

The Defining E-Government Priority Services & Transformation Outcomes In 2005 For Local Authorities
In England Consultation Paper can be found on the local e-government website. The consultation period
ended on 27 January and we are currently considering the responses. We will be writing to all authorities
by end of March setting out the agreed priority services and transformation outcomes as part of the claim
process for IEG3 grant.

These derive from the Central Local Partnership 7 Shared Priorities, the National Strategy and the
relevant priority services identified by PSX(E). The consultation exercise sought views on whether the
areas identified and the proposed measures of success are correct. We are currently considering the
responses to the consultation.

4. Proposed changes to IEG assessment

Councils are aware of the proposals to introduce major changes in the assessment of future years’ IEGs.
A recent consultation asked local authorities to agree a set of priority outcomes for e-government
covering service and organisational elements. Once the list of priority services is agreed councils will be
asked to report progress toward them in their IEG returns. We will also ask councils to complete a
baseline assessment of their position in relation to priority services when they make their claim for IEG
funding (E350k 04/05) at the beginning of the next financial year. They will also be required to submit a
satisfactory IEG statement in Autumn 2004 to receive £150k in 05/06 and submit a further statement in
Autumn 2005 reporting progress against the money spent.

T/2705041temb(€) - Capital Prog |EG -6-
Cabinet



APPENDIX 2

DEFINING E-GOVERNMENT PRIORITY SERVICES &
TRANSFORMATION OUTCOMESIN 2005 FOR LOCAL
AUTHORITIESIN ENGLAND

Consultation Paper

Thisis a consultation paper on propasals for defining priority service and transformation

outcomesin 2005 & part of the IEG process. All comments on this draft should be sent by

email to localegov@odpm.gsi.gov.uk by Tuesday 27 January 2004 Final guidanceon this
issue will be published as part of the IEG3 grant claim processin March 2004
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Priority Service & Transformation outcomesfor local e-government in December 2005

Introduction

Linking local e-government investment to the delivery of service improvement in shared priority areas rves to
addressthe real concerns of citizens, as well as providing a focus for local authorities up to the 2005 target and
beyond.

A key objedive of the Office of the Deputy Prime Minister’s (ODPM) SR2002 Public Service Agreement (PSA)
involves improving delivery and value for money of local services within a framework of national targets and
policies. Thisincludes,

“asgsting locd government to achieve 100% capability in electronic delivery of priority services by 2005, in ways
that customers will use”.

In order to define what is meant by theterm “priority services’ and for the Government to
measure progresstowardsthe PSA target, it isnecessary to agee a set of e-gover nment
priority outcomesfor each local authority in England. Furthermore, it isexpected that
each local authority as part of its e-gover nment investment programme will deliver these
priority outcomes by December 2005

The proposed priority outcomes are derived primarily from the shared prioritiesagreel
between central and local government. For practical purposes, the shared priorities have
been trandated into aset of 10 priority serviceand 4 transformation areas. This proposed
list of 14 priority service and transformation areas hasthen been broken down into aset of
specific priority outcomesthat are expected to be delivered by local authorities by
December 2005

The proposed priority outcomes provide a focusfor priority working within the Prime
Minister’starget to reach 100% e-enablement of Government services by December 2005
(asmeasured by BVPI 157for local government services). It isfurther proposed that local
authoritieswill beincentivised through the |EG capital funding processfor working on the
local e-gover nment priority outcomesin 200405 and 200506 and that progressin
delivering the priority outcomeswill be monitored through the IEG process.

Y our comments on these proposals are requested by Tuesday 27 January 2004 These proposals
affect English County, District, Unitary Councils, London Boroughs, National Park
Authorities, the Corporation of London, the Greater London Authority, London
Development Agency, Transport for London who are subject to the Best Value
Performance I ndicator 157 and have been requested to prepare | EG statements. A
separate version of this consultation paper will be prepared for Fire & Rescue Authorities.

Shaed priorities for local government

The National Strategy for local e-government listed the shared pulic service delivery priorities
that were agreed between the Government and the Local Government Association in July 2002
The Strategy made it clea that e-government is a key part of our collective gproach to
delivering them.

The priority outcomes presented for consultation kelow are primarily derived from the seven
shared priorities agread between central and locd government, trandated into specific outcomes

! see http://www.odpm.gov.uk/pns/DisplayPN.cgi?pn_id=2002 0278
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that can be adieved in appropriate and innowetive ways at the local level. The shared priorities
are:

* raising standards across our schods;

» improving the quality of life of children, young people, families at risk and dder people;

» promoting healthier communities by targeting key locd services, such as health and
housing;

» creating safer and stronger communities;

» transforming our loca environment;

* meeting locd transport needs more eff ectively;

* promoting the eonamic vitality of localities.

The seven shared priorities give a set of broad aimsfor public service delivery and cover the
key issuesthat will impact most on thelives of local people. However, some additional
work isneeded in order to translate these broad aimsinto aset of spedfic outcomes for
local e-government. Thiswork isrefleded in thetable below.

National Priorities

In additionto defining local e-government outcomes aroundthe shared priorities, the ODPM is
also required to assist local government in achieving:

* progressin terms of the dedronic delivery of key high vdume / high impact local
government services identified as priorities in terms of user benefit and efficiency
savings, i.e.

- schodsadmissiorns,

- voting;

- consultation;

- planning applicaions; and

- payments (including Courcil Tax Benefit & Housing Benefit);

» the transformation d people’s experience of pubic services through the gplication o
local e-government as described in the Nationa Strategy for locd e-government
published in November 2002

Therefore, these issues are aso reflected in the proposed list of priority outcomes in the table
below.

About the proposed approach to defining priority outcomes

The proposed approach to priority outcomes outlined in this consultation paper is designed to
provide:

» clarity for citizens regarding what they can exped to be able to do eledronically with
their local authority by this date;

* demonstrable results from the ODPM’s £675 million locd e-government investment
programme up to 200306;

* a legp forward from the eisting e-government target based around a genera “e-
enablement” of services to ore based around cleaer deliverables under the shared
priorities for “ better local government”.
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In perticular, the mapping of e-government to shared priorities for better local government is
crucial in helping to redise the full potential of techndogy for improving corporate performance
as part of the Comprehensive Performance Assessment (CPA) process up to 2005and beyond

The proposed approach is aso designed to:

» demonstrate the link between the National Strategy for Local e-Government and the
seven shared priorities for local government;

» dlow local authorities sope to map the propased list of priority outcomes onto existing
e-government priorities within atwo-year time frame up to December 2005

* provide an operational “focus’ for the local e-government programme in terms of the
2005target;

* raise avareness abou the work of National Projeds and their patential contribution to
priority service obedives,

» provide a platform for the aoption d e-government as a key issue for corporate
asessment in the CPA processfor the year 200506 (and orwards).

Partnerships

Whilst it isat the discretion of local authoritieswhether they wish to deliver the priority
outcomes by working individually, or through partnerships, thereisa strong expectation
that existing partnership infrastructures represent a preferred way forward to deliver
outcomesin priority areasthat demand an integrated or joined-up approach. Therefore, it
is expected that a proportion of IEG grantsto individual local authorities siould be
earmarked and pooled accordingly.

QOutcomes
The proposed oucomes for each priority service and transformation area ae defined in terms of

1) Best practice outcomes — the ODPM does nat intend to prescribe the process of achieving
these best practice outcomes, but all locd authorities are expected to have the named
outcomes in place for each priority area by the end d December 2005

2) Mandatory outcomes — these refer to spedfic online facilities that must be in place in every
area of the country for citizens, organisations, courcillors and locd authority staff to use by
the end o December 2005

3) Discretionary outcomes — high performing locd authorities that have drealy achieved, or
largely achieved, the defined best practice and mandatory outcomes, will be given the
discretion to establish their own ‘stretch’ targets for how they wish to further develop
servicesto deliver sustainable egovernment upto 2005 and keyond

As part of the consultation process, you are invited to comment on the workability of this
definition and categorisation.

Fundng

It is proposed that local authorities will be incentivised through the IEG capital fundng process
for working onthe locd e-government priority outcomesin 200405 and 200306. A Ministerial
annourcement on fundng will be made in January 2004
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What is being consulted on

You are asked to comment on the practicdity of the propased in this consultation peper, i.e. is
what is being proposed:

e reasonable?

e appropriate?

* based ona ommonly understoodand agreed interpretation?
* measurable?

* capable of being celivered?

It isrecognised that local authoritiesin two-tier areas may not have a statutory
responsibility for service delivery in some of the areaslisted in thetable below and your
comments about how the proposed priority outcomes might be applied in this context are
particularly welcome. Commentsare also requested in respect of how the proposed
priority outcomes align with individual local authority improvement plansas part of the
Comprehensive Performance Assesament (CPA) process Suggestions regarding the
applicability of the 14 proposed priority areas, alternative priority outcomes and flexibility
for local authoritiesto substitute local outcomesfor national ones are also welcome.

Further information onthe process of applying and measuring progress on the delivery of these
outcomes, including the link to IEG fundng in 200405 and 200306, will be provided as part of
the claim processfor the payment of IEG3 grant in March 2004 This consultation process wil |
inform the final list of outcomes that are presented to local authorities as part of the IEG3 claim
process.

Submission Deadine for Comments

The dealine for receipt of comments on this consultation paper is Tuesday 27 January 2004
Y ou shoud submit your comments either by email to localegov@odpm.gsi.gov.uk, or in writing
to:

Loca e-Government Team

Office of the Deputy Prime Minister
Zone 3/G5

Eland House

Bressenden Place

LondonSW1E 5DU

All written resporse shoud be headed “Priority Outcomes Consultation”. A copy of this
consultation paper can also be foundat www.localegov.gov.uk.
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PROPOSED PRIORITY AREASAND OUTCOMES

Priority Service Area

Proposed Outcome

1. Schools

To help raise alucation standards and allow
e-enabled processing o pupil support services
to the public.

Shared Service/ National Priority:
- raising standards across all
schods
- schod admissions

our

Associated National Projects:
(seewww.localegov.gov.uk)
- Schod admissions
- LAWS

1) Best practiceoutcomesin 2005to include:

» systems to facilitate more integrated and
improved assessment of children with
Spedal Educational Needs (SEN) and
Looked-After Children, including the
online provison d information to

parents/carers;
* online provison d features on pubic
website to encourage community

involvement in schods, including detail s

for parents and pospective schod
governars, helpers  and clasgoom
asgstants.

2) Mandatory outcomes - online facilities to
be available to alow transactions in respect
of:

» schod admissions & transfers;
» home schod transport;

e community education;

e student awards.

3) Discretionary outcomes - ‘stretch’ target
to be defined by high performing local
authorities, e.g.

» development of systems to facilitate the pre-
gualification d benefit clamants for free
schods meals and schod uniform grants.
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2. Community infor mation

To deiver integrated services for the
community, delivered by local & regional

partnerships where  appropriate, and
conneded to anational infrastructure.
Shared Service/ National Priority:
- cresting safer and  stronger
communities

- promoting healthier communities and
narrowing health inequalities

- suppating the emnamic vitality of
localities

Associated National Projects.
(seewww.localegov.gov.uk)
- Reducing Youth Offending Generic
National Solution (RY OGENS)
- E-Fire
- LAWS
- Information Sharing & Assessment
Programme (DfES)

1) Best practice outcomesin 2005to include:

o Fulfilment of nationa standards on
accessbility and interoperability;

» Development of systemsto help courcils
to understand their local housing market
and to inform work on ‘balancing
howsing markets (i.e. suppy versus
demand).

2) Mandatory outcomes - online facilities to
be availableto dlow:

 Development of shared community
information chtabases linked to the
delivery of services via community
portals and a contact centres to enable a
single point of access to a wide ad
comprehensive range of community
information;

 Local authority and youth justice
agencies to work together to prevent
crime ad anti-social behaviour by
children & yourng people (linked to
Community Crime Reduction
Partnership);

» Applicationsto join howsing register;

e Acocessto mutua exchange list for moves
between courcil/housing association
property;

* Provision d information onfire safety.

3) Discretionary outcomes - ‘stretch’ target to
be defined by high performing local
authorities, e.g.

* (nore aurrently defined)

3. Democratic renewal

To develop the use of technology to promote
greater publicinvolvement in local decision
making and to enhancethe representative
role of councillorsin the community.

Shared Service/ National Priority:
- e-voting / e-consultation

Associated National Projects.
(seewww.localegov.gov.uk)

1) Best practice outcomesin 2005to include:

* Increased citizen participationin locd
authority decision-making;

» Suppating courcillorsto more
eff ectively represent their constituents.

2) Mandatory outcomes - online facilitiesto
be availableto dlow:

» e-enablement of courcillor surgeries and
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- e-Democracy

- €eledora modernisation
- LAWS

- Mobile techndogy

home visits.

* pubicinspection d courcil performance
on CPA and BVFI;

» pulic resporse to forthcoming decisions
on matters of puldicinterest (e-
consultation);

o “quick vote’ facilities using the puldic
website for market reseach;

* maintained pubic web pagesfor every
courcillor.

3) Discretionary outcomes - ‘stretch’ target to
be defined by high performing local
authorities, e.g.

» successful pilot of e-enabled local and
national elections (e-voting for thase who
want it, e-courting of al votes);

» webcasting of courcil meetings,

» successful pilot of e-voting and mock
eledionsfor 16-19 yea oldsto
encourage engagement in the palitical
process and decision making.

4. Environmental quality

To use technology to integrate relevant
functions more dosdly and help improve the
quality cleanliness and safety of our public
space.

Shared Service/ National Priority:
- transforming our local environment
- creating safer and  stronger
communities
- ePlanning

Associated National Projects:
(seewww.localegov.gov.uk)
- Planning & Regulatory Services
Online (PARSOL)
- Knowledge Management
- LAWS
- Loca Environment
Government Store
- Planning Portal
- NLPG

& On-line

1) Best practiceoutcomesin 2005to include:

* Implementation d systems to integrate
and suppat co-ordinated activity across
the pubic sector (i.e. including pdice
fire, etc.) designed to manage the
physical environment and promote clean,
green and safe puldic space

» Evidence of improvement in the % of
people satisfied with the cleanliness
standard in their area (BVPI 89);

»  Establishment of information architedure
to povide ntent to ‘Home &
Community’ franchise of the Online
Government Store;

» Corporate use of Geographic Information

Systems (GIS) for map-based data
presentation d property-rel ated
information.

2) Mandatory outcomes - online facilities to
be available to alow transactions in respect
of:

* E-enabled reporting/appli cations,
procurement and progress chasing of
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environmental services, includes waste
management and street scene (e.0.
abandored cas, graffiti removal, bulky
waste removal, recycling);

* Receipt and pocessing of planning and
building control applications;

» Submisgon and tracking of regulation
and licensing services.

3) Discretionary outcomes - ‘stretch’ target to
be defined by high performing local
authorities, e.g.

* development of online facilities for
interactive computer simulation o issues
aff ecting environmenta quality.

5. e-Procurement

Supporting business improvement through
cost effective and efficient purchasing of
goads and services through corporate
implementation of e-procurement. Working
with local suppliers to equip them to take
advantage of e-procurement activities.

Shared Service/ National Priority:

- promoting the econamic vitality of
localities

Associated National Projects:
(seewww.localegov.gov.uk)

- e-procurement

- Working With Business

1) Best practiceoutcomesin 2005to include:

e incluson d Smal and Medium
Enterprises (SMEs) in e-procurement
progranme, in oder to promote the
advantages of e-procurement to locd

suppiers and  retain  econamic
development benefits within  local
community;

» demonstration d efficiency savings by
December 2005 including improvement
in the % of undsputed invoices paid in
30 days (BVPI 8);

» regional co-operation on e-procurement
between local courxils.

2) Mandatory outcomes — online facilities to
be availableto alow:

* online pulication of Selling to the
Courxil guide;

e a@ppropriate e-procurement solutions in
place including paperless ordering,
invoicing and payment;

* establishment of a single business
accourt.

3) Discretionary outcomes - ‘stretch’ target to

be defined by high performing local
authorities, e.g.
e access to  virtua e-procurement
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‘marketplace’ established;

* useof purchase Grds (p-cards);

» sarvices for supgiers to include emails
and SMS text messaging (e.g. to ndify
business re the pubication d invites to
guae and tender for courcil work).

6. Payments

All payments to the muncil for goads and
services can be made online or by telephone.

Shared Service/ National Priority:
- e-payments

Associated National Projects:
(seewww.localegov.gov.uk)

- ePay

- LAWS

- Smart Cards

- Government Gateway

1) Best practiceoutcomes in 2005to include:

* evidence of integration  between
payments work and development of e
procurement;

» demonstration d efficiency savings and
improved collection rates from improved
customer service and re-engineaed back-
office processes, including evidence of
improvement in the % of courcil tax and
business rates collected (BVPI 9, BVPI
10).

2) Mandatory outcomes — online facilities to
be availableto dlow:

* payments to the courcil in ways that
engender pulic trust and confidence in
loca government electronic payment
solutions (e.g. email rece pting/proof of
payment, supdy of automatic transadion
ID numbers);

* dedivery of ‘added vaue' around omine
payment facilities, such as ability to
check courril tax balances.

3) Discretionary outcomes - ‘stretch’ target to
be defined by high performing local
authorities, e.g.

» provision d facilities for making credit
or debit card payments via SMS text
message (mobil e phore);

» adoption d smart cads as fandard for
stored payments (e.g. repladng swipe
cards).

7. Libraries, Sports& Lesure

Easy and convenient access to a range of
online information to encourage productive
use of leisure time and healthier lifestyles,
including e-enablement of local library,

1) Best practiceoutcomesin 2005to include:

» effective information sharing between
local authorities, local authority service
providers and aher public agencies;
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sportsand leisure services.

Shared Service/ National Priority:
- promoting healthier communities and
narrowing health inequalities

Associated National Projects:
(seewww.localegov.gov.uk)
- Framework for information sharing in
amulti-agency environment (FAME)

* Ability to get information, bookand pay
for services online, or over the telephore,
or face to face suppated by e-enabled
back offices and smart card interfaces for
courxil library, sports and leisure

Sservices;
» Direct promotion d, and initiatives
around  hedthier lifestyles (eg.
information and  dawnloadable /

interactive maps for local cycle ad

- Smart Cards walking routes, geocaching initiatives).

- LAWS
2) Mandatory outcomes — online facilities to
be availableto dlow:

* renewa of library books and catalogue
seach facilities (nat District Courrcil s);

» booking of sports facilities (e.g. squash
courts), including both dreda and
contraded-out operations;

e inspection d air quaity information
(updated daily);

* linkswith NHS Direct.

3) Discretionary outcomes - ‘stretch’ target to
be defined by high performing local
authorities, e.g.

» Integration d library cards with sports
and leisure adivities, including we &
‘citizen card’ for low level authenticaion
of resident identity.

8. Transport

Meeting transport needs more effectively
through the provison of real time local
transport information viaSMS, iDTV, or web
and use of smart cards and other technologies
to improve traffic and transport
management.

Shared Service/ National Priority:
- Meding local transport needs more
eff ectively

Associated National Projects.
(seewww.localegov.gov.uk)

- Smart Cards

- IDTV

- LAWS

1) Best practiceoutcomesin 2005to include:

* integration d pubdic  transport
information and  services  across
telephore aad web in ways that

encourage their aacessibility and use;

* innowaive use of new channels for
service information and payment;

» Evidence of improvement in the % of
responcents satisfied with locd provision
of pubic transport information (BVPI
89).

2) Mandatory outcomes — online facilities to
be availableto alow:

e 24/7 pubic inspection d local puldic
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- Mobile techndogy

transport  timetables and information,

- E-Pay including ‘live systems for interactive
journey planning;

o online renewal of travel cads or
concessionary fare passs,

e information on locd ‘park & ride
schemes (where gpropriate) and town
centre parking;

* information / naticeboards on loca
initiatives for reducing the
‘environmental footprint’ of commuting (
e.g. car poding schemes) and daher
‘green’ travel initiatives.

3) Discretionary outcomes - ‘stretch’ target to
be defined by high performing local
authorities, e.g.

e provision d transpot information
servicesviaSMS and iDTV;

» evidence of use of smart cards and aher
techndogies to improve traffic and
transport management.

9. Benefits

Claimants and their agents can undertake the
whole daim process online, or via
intermediate technology in their homes.

Shared Service/ National Priority:

- Improving the quality of life of older
people and d children, yourg people
andfamilies at risk

- e-Payments

Associated National Projects:
(seewww.localegov.gov.uk)

- Benefits

- Mobile Techndogy

1) Best practiceoutcomesin 2005to include:

 One stop resolution d benefits queries
through badk office integration and dbta
sharing;

e Single application aaoss al courcil
benefits;
 Evidence of improved turnaround in

processing of benefits claims (BVPI 78);

2) Mandatory outcomes — online facilities to
be availableto alow:

» Citizensto check the status of their claim;
 Rdevant clam forms to be downloaded and
printed.

3) Discretionary outcomes - ‘stretch’ target
to be defined by high performing local
authorities, e.g.

* Prequdification d benefit clamants for
other eligible entitlements;

* Mobile office service using techndogy to
offer processing of benefits claims directly
from citizens' homes.
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10. Support for vulnerable
people

Offering quick, comprehensive assessments of
the neals of vulnerable people - children and
adults. Reducing risk by improving
communication and access to information
between agencies. Meding neeals better by
increasing the accessibility of services for
vulnerable people and their carers.

Shared Service/ National Priority:
- Improving the quality of life for older
people
- Improving the quality of life of
children, yourng people and families
at risk

Associated National Projects.
(seewww.localegov.gov.uk)

- LAWS

- FAME

- RYOGENS

- Mobile Techndogy

- Information Sharing & Assessment

Programme (DfES)

1) Best practice outcomes in 2005 to
include:

 Systems to suppat joined-up working on
children at risk aaossmultiple ayencies;

* Provision d contact centre for socia cae
enquries from children, families and
professondls, including out-of-hours
avail ability;

* Improvement in numbers of users/carers who
said that they got help quickly (BVPI 57);

* evidence of e-business activity between
health, social services and care providers.

2) Mandatory outcomes — online facilities
to be available to allow:

* comprehensive and tedicaed
information abou acacess to local care
services available over the web and
telephorg;

» viewing of indvidua ‘care packages,
including payments, requests for service
and review dates.

3) Discretionary outcomes - ‘stretch’ target to

be defined by high performing local
authorities, e.g.
e joint assssments of the needs of

vulnerable people (children and adults),
using mobile techndogy to suppat
workersin the field.

Transformation Area

Proposed Outcome

11. Supporting new ways of
working

Active policy and practice enabling council
members and staff to work from home or
away from the office base.

Shared Service/ National Priority:
- ODPM Nationd Strategy

1) Best practice outcomesin 2005to include:

» Corporate ICT suppat and daumented
policy for home working (teleworking)
for courcil members and staff;

» Email and Internet access provided for all
Members and staff that request it;

o Establishment of e-skills training
progranme for courcil members and
staff (e.g. European Computer Driving
Licence).
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Associated National Projects:
(seewww.localegov.gov.uk)
- Mobile Techndogy

1) Mandatory outcomes — online facilities to
be availableto dlow:

* Seare remote acess to corporate
systems, including courxcil i ntranet;

» Access to hame working facilities to all
courcil members and staff that meet the
requirements st by the Courcil’s
pubished hame working padlicy.

3) Discretionary outcomes - ‘stretch’ target
to be defined by high performing local
authorities, e.g.

 Provison d mobile techndogy to
suppat courcil members in their
representative  role, including e
enablement of courcillor surgeries,

o Establishment of “drop in centres’ to
enable staff to work closer to hame.

12. Accessibility of services

All council services are available outside of
standard working hours via the Internet or
contact centres.

Shared Service/ National Priority:
- ODPM Nationa Strategy

Associated National Projects:
(seewww.localegov.gov.uk)
- LAWS

1) Best practice outcomesin 2005to include:

*» 100% e-enablement of services in line
with 2005target;

» 80% of pulic enquries abou courcil
services resolved at the first point of
contad;

» All courcil services are available outside
standard working hous via the Internet
or telephore contact centres (i.e.
available for extended hous outside of
9am-5pm Monday to Friday);

 Compliance  with Freedom of
Information Act 2000requirements.

1) Mandatory outcomes — online facilities to
be available to alow:

* Conformance with level AA of W3C
Web Accessibility Inititiative (WALI)
standards on website acessibility;

» Compliance with Government
Interoperability Framework (e-GIF),
including the Government Metadata
Standard (e-GMYS);

» Homepage link to Government Online
Store (and compliance with associated
branding requirements);
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» Access to service A-Z detailing service
availability for all pulic services (as
defined in ESD Todkit PID list
www.esd-tod kit.org).

1) Discretionary outcomes - ‘stretch’ target
to be defined by high performing local
authorities, e.g.

o 24/7 access to services via atelephore
contad centre where there is a defined
emergency need, eg. socia care,
environmenta health (noise nuisance).

13. High take up of web-based
transactional services

Development of web based services as a
major access channel for interactions between
the dtizen and the @uncil.

Shared Service/ National Priority:
- ODPM Nationd Strategy

Associated National Projects:
(seewww.localegov.gov.uk)

- LAWS

- Take-up & Marketing

1) Best practiceoutcomesin 2005to include:

o 3fold increase in use of corporate
website, or regional web patal, between
200304 and 200306 as measured by
indwstry  standards  including page
impressions and unque users;

» establishment of internal targets and
measures for customer take-up d web

services.
2) Mandatory outcomes — online facilities to
be availableto alow:

* Inspection and anaysis of website
statistics summary and cetailed monthly
reports to be accessible from homepage
of corporate website, or regiona porta;

* Publication d Internet service standards,
including past performance ad
commitments on service avail ability.

2) Discretionary outcomes - ‘stretch’ target

to be defined by high performing local
authorities, e.g.

e At least 30% of total interactions
between the citizen and the courcil are
conducted viathe web by 200506.

14. Making it easy for citizens
to do businesswith the cuncil

Systems are in place to ensure dfective
customer relationship management.

1) Best practice outcomesin 2005to include:

» systemsin placeto ensure effedive and
consistent customer relationship
management across access channels and
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Shared Service/ National Priority:

- ODPM Nationa Strategy

Associated National Projects.
(seewww.localegov.gov.uk)
- CRM
- Workflow
- Working With Business
- NLPG

to provide a‘first timefix’ for customer
enquiries, i.e. using a mmmon database,
which hdds customer’s reqords, to
deliver services across diff erent channels,
and enabli ng joined-up and automated
service delivery;

establi shment of single acoourts for
citizens and bisiness

Compliance with BS7666(i.e. spatial
datasets for geographical referencing) for
unambiguouws identification d land and

property.

1) Mandatory outcomes — online facilities to
be availableto dlow:

Automated email acknowledgement of
al pubic enquries received via
corporate website, or regional portal;
Publication d service standards for
customer enquiries received via email or
web form;

Sign-up facility to enable dtizens to be
contaded viaemail or SMS text message
for services that they request to be
natified abou, e.g. consultation, courcil

papers.

1) Discretionary outcomes - ‘stretch’ target
to be defined by high performing local
authorities, e.g.

Integration & CRM systems with back
office activity through use of enabling
techndogy such as workflow to creae
complete aitomation d business process
management.
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APPENDIX 3

DEFINING E-GOVERNMENT PRIORITY SERVICES & TRANSFORMATION OUTCOMESIN 2005

FOR LOCAL AUTHORITIESIN ENGLAND
Consultation Paper

Response from Darlington Borough Council

Can | first of al thank the ODPM for the oppatunity to comment on the proposal's contained
within the consultation paper.

In general the Courcil welcomes the propaosals and indeed many of the proposed oucomes have
either arealy been achieved or are essentia elements of our Website Development Project, the
Access to Services BVR Improvement Plan or other initiatives that the Courcil i s currently
undertaking.

The Paper has been widely distributed within the Courcil and the following summarises your
guestions regarding the pradicality of the propcsas:

Reasonable — Yes
Appropriate — Yes
Based uponcommonly understood and agreed interpretation — in general Y es, some aeas do
still require further definition
Measurable — Yes, subject in some casesto additional systems being implemented (ie CRM)
Capable of being delivered — Yesin many areas but thisis subject to bah staff and financial
resource being available and also subject to the foll owing

0 Legidlation such asthe Data Protection Act not being a barrier

0 Our partners/supgdiers being able to deliver

0 There ae still issues regarding the take up d services eectronically by the

pubic, i.e. availability & delivery of servicesinitself isof little use

The following pages simmarise some of the more specific comments that have been forwarded
to me.

Ken Walker
Assistant Diredor —ICT
Corporate Services
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Consultation Paper

Response from Darlington Borough Council

General comments

Clarification asto which of the outcomes are
expected to be delivered to qualify for financial
incentives viathe IEG processi.e. isit only the
Best Pradice and Mandatory outcomes or do the
Discretionary outcomes have to be delivered
also?

Eff ective information sharing between locd
authorities, service providers and aher agencies
isrecommended and thisaim is fully suppated
by this Courril . Issues relating to the Data
Protection Act and aher related legislation must
be tackled and clear guidance be given asto
what isandis not permissibleif thisaim isnot to
be stifled. For example it would make absolute
sense (and most citizens naturally assume that
thisis ) for a dtizen to be able to ndify the
Courcil once @ou a dhange of address and for
this sngle natificationto be then adioned in
every area of contact within the Courcil and
possibly with partners? (i.e. ‘the Shepway
problem’)

A genera national pulicity campaign to
encourage take up d e-enabled serviceswould be
extremely helpful —it would need to raise
awareness abou such services but not raise
expectation that al courcil’swere & the same
stage

It isimportant that where spedfic PI’sare to be
pubicised, that they are balanced, e.g. BVPI 89
refleds pubic satisfadion with cleanliness
whereas BVPI 199is an oljective measure of
cleanliness Potentialy there could be amismatch
between the two

2. Community
information

Shoud this nat dso mention IRT which has close
linksto RYOGENS?

3. Democratic
renewval

Does e-enablement for courcillor surgeries mean
video conferencing?

5. e-Procurement

Paperless processing of orders/invoices - thisis
passible with ou current set up bu until a
common XML/File schemais agreed between the
major supdiersit would be difficult to implement
withou having a diff erent interfacefor each
source/destination and all the operational isues
that raises.
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6. Payments

» Thediscretionary target of adopting smart cards
for stored payments shoud perhaps be removed
asageneral am. Darlington B.C. offersits
general income llection fadlities viathe Post
Office and urless the techndogy required is
therefore adopted by the Post office it would na
be feasible for the courcil to meet this
requirement

8. Transport

* Shoudthereferenceto BVPI 89 nd in fact be
BVPI 104?

9. Ben€fits

* What ismeant by an orline facility to all ow
‘citizens to check the status of their claim’?
The meaning of thiswill determine the cmplexity of
what isto be achieved. At the present moment it is
unlikely that our IT system can cope with the
requirements of this statement in its full est definition
and the achievement of thisis therefore dependant
uponthe supdier carrying out the necessary work —
at what cost?

10. Support for
vulnerable people

» Shoud this make reference to the Green Paper
‘Every Child Matters ? (Sedion 5is very specific
to IRT)

* Shoud there also be referenceto the * Single
Assesgment Process' (which isthejoint
assessment of vulnerable alults)?

12. Accessibility of
services

» Best practice outcome '‘compli ance with Fol Act
2000requirements - does this mean all
documents mentioned in ou pulicaion scheme
shoud be freely avail able via the web?

13. High take up of
web-based
transactional
services

*  Will targets such as *30% of total interactions
between the dtizen and the awurcil are conducted
viathe website’ be further defined and will they
become BVPI'S?
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APPENDIX B

Office of the
Deputy Prime Minister

Creating sustainable communities

DEFINING E-GOVERNMENT OUTCOMESFOR 2006 TO

SUPPORT THE DELIVERY OF PRIORITY SERVICES &

NATIONAL STRATEGY TRANSFORMATION AGENDA
FOR LOCAL AUTHORITIESIN ENGLAND -VERSION 1.0

local e-gov
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Priority Service & National Strategy transformation outcomes for local e-government in
December 2006

Introduction

“E-Government is not an end in itself. It is at the heart of the drive to modernise government.
Modernising local government is abaut enhancing the qudity of local services and the effectiveness of
local democracy”

The National Strategy for Local e-Government (November 2002), p5

Linking local e-government investment to the delivery of service improvement in shared priority areas
will ensure that it addresses the real concerns of citizens, as well as providing a focus for local
authorities up to the 2006 target and keyond.

A key objective of the Office of the Deputy Prime Minister’s (ODPM) SR2002 Public Service Agreement
(PSA) involves improving delivery and value for money of local services within aframework of nationd
targets and pdicies. Thisincludes,

“asgsting local government to achieve 100% capability in electronic delivery of priority services by
2005, in ways that customers will use”.

In order to definewhat is meant by theterm “priority services’ and for the Government to measure
progresstowar ds the PSA target, a set of e-government priority outcomesfor each local authority
in England has been proposed. It isexpected that each local authority as part of its e-gover nment
investment programme will deliver these priority outcomes by December 2005

Thepriority outcomes set out in thispaper arederived primarily from the shared priorities agreed
between central and local government. For practical purposes, the shared priorities have been
translated into aset of 10 priority service and 4 National Strategy transformation areas. Thislist
of 14 priority service and transfor mation ar eas has then been broken down into aset of specific
priority outcomesthat should be delivered by local authorities by December 2005

Thepriority outcomes provide a focus for priority working within the Prime Minister’starget to reach
100% e-enablement of Government services by December 2006 (as measured by BVPI 157 for
local government services). They do not seek to add to the requirements measured by BVPI 157,
but rather ensure that the eenablement of local authority servicesisdelivered in a way that
enhances the quality, convenience and avail ability of these services. Laocal authoritieswill be
incentivised through the |EG capital funding process for working on the local e-gover nment
priority outcomesin 2004/05 and 2005/06. They will also be supported in delivering outcomes
through the outputs from the ODPM L ocal E-Government National Project programme (see
www.localegov.gov.uk). Progressin deliveringthe priority outcomeswill be monitored through
the |IEG process.

These arrangements aff ect English County, District, Unitary Councils, London Boroughs, the
Corporation of London, the Greater London Authority, London Development Agency, Transport
for London who are subject to the Best Value Performance I ndicator 157 and have been requested
to prepare | EG statements. Separate guidanceisbeingissued for National Park Authorities. The
position of Fire & Rescue Authoritiesis currently being reviewed.

Shared priorities for local government

The National Strategy for local e-government listed the shared public service delivery priorities that
were agreal between the Government and the Local Government Association in July 2002°. The
Strategy made it clear that e-government is akey part of our collective approach to delivering them.

2 see http:/Avww.odpm.gov.uk/pns/DisplayPN.cgi?pn_id=2002 0278
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The priority outcomes set out in this paper are primarily derived from the seven shared priorities agreed
between central and local government, trandated into specific outcomes that can be achieved in
appropriate and innovative ways at the local level. The shared priorities are:

e raising standards acrossour schods;

« improving the quality of life of children, young people, families at risk and dder people;

« promoting healthier communities by targeting key local services, such as health and howing;
e creating safer and stronger communities;

e transforming aur local environment;

e meeting locd transport needs more dfectively;

e promoting the economic vitality of localities.

The seven shared priorities give a set of broad aimsfor public service delivery and cover the key isaues
that will impact most on thelives of local people. However, some additional work isneeded in
order totranglate these broad aimsinto a set of specific outcomesfor local e-government. This
work isreflected in the table below.

National Priorities

In addition to defining locd e-government outcomes aroundthe shared priorities, the ODPM also
supports local government to achieve:

e progress in terms of the eledronic delivery of key high volume / high impact local government
services identified as priorities in terms of user benefit and efficiency savings, i.e.

- schodsadmissons;

- voting;

- consultation;

- planning applications,; and

- payments (including Courcil Tax Benefit & Housing Benefit);

» the transformation of people’s experience of public services through the application of local e
government as described in the National Strategy for local e-government published in November
2002.
Therefore, these isaies are dso reflected in the list of priority outcomes st out in the table bel ow.
Interpretation & Support
Progresstowards priority service and transformation outcome objectives will be measured through the

|EG return processin 2004/05 and 2M5/06. At this gage, local authorities will be required to provide
evidence that they are using |EG grant to make progressin delivering the outcomes st out in this paper.

Aswell as outputs from the ODPM’ s National Projed programme (www.localegov.gov.uk), we shall be
working with the Improvement & Development Agency (IDeA) to support thisinitiative with a more
detailed elucidation d these requirements designed aroundthe needs of practitionersinvaved in
implementing these priority outcomes. The IDeA package of suppart will include help to locd
authorities throughthe work of the Strategic Suppat Unit (SSJ) and Implementation Support Unit
(ISU) designed to provide in-depth support for local e-government implementation.

Ongang work within the IDeA’s Electronic Service Delivery (ESD) Toolkit (www.esd-toolkit.org) will
also reflect thisinitiative, including an interpretation for practitioners of the individual BVPI 157 types
of service interaction falling within the remit of the priority outcomes st out in the table below.
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Guidance to local authorities on standadsis also available through the Local e-Gover nment
Sandads Body (www.localegov-standa ds.gov.uk).

The definition andrequirements for priority outcomes will be vesion controlled. The ODPM
reserves the right to make adjustments to pubi shed requirements in this version based onthe
need to maintain the expediency andvalidity of individua outcomes.

Partnerships

L ocal authorities can choose whether they wish to deliver the priority outcomes by working
individually, or through partnerships. However, thereis a strong expectation that where existing
partnership infrastructures areviable, they represent a preferred way forward to help deliver
outcomesin those priority areasthat demand an integrated or joined-up approach. Therefore, it
isexpected that a proportion of |EG grantsto individual local authorities should be earmarked
and poded accordingly.

Particularly in thelight of the ongoing Efficiency Review of the public sector, those local authorities
already working to deliver local e-gover nment through partner ship activity are expected to retain
theviability of theseinfrastructuresin order to support the ddivery of priority outcomes and
ensure

¢ joined upservice delivery at alocal level;
« efficiencies and econamies of scalein related procurement activity; and
e rapid take-up and roll-out of associated national project solutions.

Authoritiesthat do not continue to support such existing viable partner ship activity in their local area
through IEG grant in 2004/05 may be asked to explain their policy position.

Funding

The ODPM annourced further funding support for Courrils on 12 February 20043, All local authorities
in England will receive £500K capital grant over the next two years (E350k in 2004/05 and £150k in
2005/06 subject to submitting satisfactory |IEG progress reports) to help deliver e-government. Priority
services will beincluded as a new sectionin the IEG proformacto reflect their importance as an integral
part of the implementing e-government process

The gproach to defining priority outcomes for 2006 requires all courcils to focus resources to achieve a
higher standard of electronic delivery of priority services supported by corporate service transformation
objectives. The national requirement to e-enable 100% of services by December 2006 remainsin force.

The ODPM is currently discussng certification arrangements for IEG grant with the Audit Commisson.
Authorities nat meeting |EG requirementsin 200405 will be excluded from further IEG funding in
2005/06. There will be no mechanism to carry forward IEG fundng beyond the end o March 200.
The ODPM also reserves the right to invoke retroactive ‘recovery’ of IEG grantsin exceptional
circumstances where there is evidence that grants have not been used to suppart IEG activity.

Outcomes
The proposed outcomes for each priority service and transformation area are defined in terms of':
1) Required outcomes — these refer to specific online facilities that must be in place in every areaof

the @untry for citizens, organisations, councillors and local authority staff to use by the end o
December 2006. Where goplicable, these online facilities sould be available ona 24/7 basis. Such

3 See http://www.localegov.gov.uk/Nimoi/sites/ODMP/resources/Funding%20press%20notice.doc
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outcomes must be & Green stage in |EG self-assesgment terms by December 2005 (i.e. the work has
been implemented);

2) “Good” e-government outcomes — the precise approach to achieving these outcomes may be
locally determined, but all locd authorities are expected to commit to these objectives in order to
qualify for further IEG4 fundingin 200506. As aminimum, such outcomes must be & Amber stage
in IEG self-assesgment terms by December 2005 (i.e. where work has been approved for fundng and
is actively beingimplemented) and at Green stage by 1 April 2006.

3) “Excellent” e-government outcomes — high performing local authorities that have dready
achieved, or largely achieved, the defined required and “good”’ e-government outcomes, will be
asked to agree abaseline and targets for promoting awareness and take-up d e-services, in return for
greder discretionin applying IEG grant to meet locally-defined priorities.

Arrangements for Two-Tier Authorities

It isrecognised that local authoritiesin two-tier areas may not have a statutory responsibility for
service delivery in some of the areaslisted in thetable below. It isnot theintention to ask district
councilsto deliver serviceprovision outcomesfor schods, or for county councilsto deliver
outcomesfor benefits. However, thereisa clear r esponsibility on all local authoritiesin two-tier
areastojoin up local public servicesin waysthat make senseto the austomer. Therefore, a
minimum requirement in terms of meeting a priority outcome for an authority with no direct
statutory service responsibility must beto dfer appropriate (deep) hyperlinksto therelevant web
pages of thelocal district or county councilsthat do providethe service. Please notethat alink to
ahome pageisnot sufficient in these drcumstances. Such ‘deep linking' also requires authorities
to plan and have the relevant resour cesto check the ongoing integrity of these links.
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PRIORITY AREASAND OUTCOMES

Priority Area Main Associated National Projeds | Required e-Government Outcomes | “Good’ e-Government Outcomes “Excdlent” e-Government
& Initiatives Outcomes
(seewww.locdegov.gov.uk)

1. Schods

To help raise elucation standards
and allow e-enabled processing of
pupil support services to the
public. -

Shared

Priority:

- raising standards aaoss all our
schools

- school admissions

Service / National

Schoal Admissons NP
(www.locdegov.gov.uk &
www.wandsworth.gov.uk/admi
ssionsprojed)

LAWS NP

projed.org.uk)
E-Citizen NP

(www.laws-

Onlinefacilitiesto be avail able to
allow:

e Parents/guardians to apply
online for schod places for
children for the 2007 school
yea. The almissions process
starts about a yea before the
beginning of the schod yea,
e.g. September 2006 for 2007
entry* (R1);

» Access to information about
educational support services
that se&k to raise the
educationa  attainment  of
Looked After Children® (R2).

Development of an
Admissons Portal and/ or e
enabled telephone ontad
centre to assist parents, carers
and children in their choice of,
and application to locd
schools (G1).

Agread baseline and targets for take-
up of online schools admissions
service and educaiona attainment of
Looked After Children (E1).

¢ Owing to the long lead-in time, school admissions systems will need to be in place by March 2006 at the latest.

i.e. young people who cannot live with their famili es and arein the cae of Social Services (referred to by the DfES as Children in Public Care).
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Priority Area Main Associated National Projeds | Required e-Government Outcomes | “Good’ e-Government Outcomes | “Excdlent” e-Government
& Initiatives Outcomes
(seewww.locd egov.gov.uk)
2. Community information
- Reducing Youth Offending Online facilities to be availableto | «  Empowering and supporting | « Agreal basdine and targets for
To déeliver integrated information Generic National Solution allow: local organisations, customer  satisfadion  and
about services for the mmmunity, (RYOGENS) community groups and clubs efficiency savings between the
delivered by local & regional (www.ryogens.gov.uk) * One stop dred access and to cregde and maintain their supplying  organisations  on
partnerships where appropriate, | -  Enterprise Workflow dee linking to joined up A-Z own information  aline, shared community information
and conneded to a national [ -  Knowledge Management information o al locd including the promotion d job initi atives (E2).
infrastructure. - LAWS (www.laws authority services via website vacacies and events (G2).
. or shared telephone contad
Shared Service / National W) centre using the recognised
Priority: taxonomy of the Locd
- Creding safer and stronger Government Category  List®
communities (see www.laws-projed.org.uk)
- Promoting hedthier (R3);
communities and narrowing «  Locd authority and youth
hedth inequalities justice @encies to co-ordinate
- Supporting the  eonomic the seaure sending, sharing of
vitdity of locdities and access to informationin
support of crime reduction
initiatives in partnership with
the locd community (R4).
3. Democratic renewal - e-Democracy
- eledora modernisation Onlinefacilitiesto be availableto | «  Citizen participation and e Agred baseline and targets for
To promote greater public - LAWS (www.laws- | allow: response to forthcoming e-participation adivities,
involvement in local dedsion projed.org.uk) consultations and dedsions on including targets for citizen
making and to enhancethe *  Public accesto reports, matters of publicinterest (e- satisfadion (E3).
representative role of councillors minutes and agendas from past consultation), including
in the community through the use council medings, including fadlity for citizensto sign up
of technology. future medings diary updated for email and/or SMS text
daily (R5); alertson naninated topics
Sh_are_d Service / National ®  Providing every Councillor (G3); ) o
Priority: with the option to have an e Establishment of multimedia

® Authorities using alternative service taxonomies (e.g. seamlessUK) should plan for migration to the LGCL by December 2005.
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Priority Area

Main Associated National Projeds
& Initiatives
(seewww.locd egov.gov.uk)

Required e-Government Outcomes

“Good’ e-Government Outcomes

“Excdlent”
Outcomes

e-Government

- e-voting / e-consultation

easy-to-manage set of public
web pages (for community
leaership purposes) that is
either maintained for them, or
that they can maintain
themselves (R6).

resources on locd policy
priorities accessble via public
website (e.g. video & audio
files) (G4).

4. Local Environment

To help improve the quality

cleanliness and safety of our

public space by using technology

to integrate relevant functions

more cosely.

Shared National

Priority:

- transforming our
environment

- creding safer and stronger
communities

- ePlanning

Service /

locd

- Planning & Regulatory
Services Online (PARSOL)
(www.parsol.gov.uk)

- Knowledge Management
(www.knowl edgemanagement.

org.uk)
- LAWS

projed.org.uk)

- E-Trading Standards

- Locd Environment

- Planning Portal
(www.planningportal.gov.uk)

- NLPG (www.nlpg.org.uk)

- NLIS (www.nlis.org.uk )

(www.laws-

Online facilities to be avail able to
allow:

*  Public reporting/applicaions,
procurement and tracking of
environmental services,
includes waste management
and stred scene (e.g.
abandored cars, graffiti
removal, bulky waste removal,
regycling) (R7);

e Recept and processng of
planning and building control
applicaions (R8).

 Public acces to corporate
Geographic Information
Systems (GIS) for map-based
data presentation of property-
related information (G5);

e Sharing o Trading Standards
data between courcils for
business planning and
enforcement purposes (G6);

*  Use of technology to integrate
planning,  regulation  and
licensing functions (including
Entertainment Licensing and
Liquor Licensing) in order to
improve policy and dedsion-
making processes around the

Agredd baseline and targets for
tekeup o planing and
regulatory  services  online,
including targets for customer
satisfadion and  efficiency
savings (E4).

prevention d  anti-social
behaviour (G7).
5. e-Procurement’
- e-Procurement Online facilities to be availableto | «  establishment of a single Access to virtual e-procurement
To support businessimprovement (www.nepp.org.uk) allow: business acount (i.e. a aoss ‘marketplace established (E5);
through cost effedcive and [ - Working  With  Business departmenta ‘acount’ run by incluson o Smal and Medium

! i.e. automation d the internal and external processes asciated with buying goods and services.
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Priority Area Main Associated National Projeds | Required e-Government Outcomes | “Good’ e-Government Outcomes | “Excdlent” e-Government
& Initiatives Outcomes
(seewww.locd egov.gov.uk)
efficient purchasing of goods and (www.workingwithbusinessor | «  Appropriate eprocurement the locd authority whereby Enterprises (SMEs) in e
services  through cor porate Q.uk) solutions in place including as businesses are dlocaed a procurement  programme,  in

implementation of e-procurement.
Working with local suppliers to
equip them to take advantage of
e-procurement activities.

Shared Service / National
Priority:
- promoting the eonomic

vitality of locdities

aminimum paperlessordering,
invoicing and payment (R9).

unique identifier that can be
stored and managed via a
corporate CRM acount
fadlity supporting faceto-
face website ad contad
centre transadions) (G8)
regional co-operation on e
procurement  between locd
councils (G9).

order to promote the alvantages
of eprocurement to locd
suppliers and retain economic
development  benefits  within
local community (E6);

Agread targets for efficiency
savings by Deceanber 2005,
including the % of undisputed
invoices paid in 30 ays (BVPI
8) (E7).

6. Payments

To support service improvement
and colledion €fficiency by
providing for all payments to the
council for goods and services to
be made online or by telephone.

Shared
Priority:
- epayments

Service [/ National

- e-Pay (www.locdegov.gov.uk)

- LAWS (www.laws-
projed.org.uk)

- Vauehill
(www.newham.gov.uk/valuebi
1)

- Smart Cards
(www.scnf.org.uk)

- Government Gateway

(www.govtalk.gov.uk)

Online facilities to be avail able to
allow:

* payments to the wuncil in
ways that engender public trust
and confidence in locd
government eledronic
payment solutions (e.g. email
recapting/proof of payment,

supply of automatic
transadion ID  numbers)
(R10);

e delivery of ‘added vaue
around online payment

fadlities, including ability to
chek Courcil Tax and
Business Rate balances online
or via touch tone telephore
dialing (R11).

demonstration of efficiency

savings and improved
colledion rates from
implementation o e-payments

(G10);

registration for Council Tax
and Business Rates e-hilling
for Dired Debit payers (G11).

provision of fadlities for making
credit or debit card paymentsvia
SMS text message for parking
fines (mobile phone) (E8);
adoption of smart cads as
standard for stored payments
(eg. repladng swipe cads)
(E9);

agreed baseline and targets for
reductions in unit costs of
payment transadions (E10).
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Priority Area

Main Associated National Projeds
& Initiatives
(seewww.locd egov.gov.uk)

Required e-Government Outcomes

“Good’ e-Government Outcomes

“Excdlent”
Outcomes

e-Government

7.Libraries, Sports& Leisure

- Smart Cards | Online facilities to be avail able to Integrated ICT infrastructure Agreda basdline and targets for
To provide easy and convenient (www.scnf.org.uk) allow: and support to ensure the take-up o library, sports &
access to a range of online|- LAWS (www.laws- consistent delivery of services leisure services online, including
infor mation to encourage projed.org.uk) + renewa and reservations of aaoss al acces channels (e.g. targets for customer satisfadion
productive use of leisure time and library books and caalogue web, telephone, faceto face and efficiency savings (E11).
healthier lifestyles, including e seach fadlities (R12); based on e-enabled badk
enablement of local library, sports «  booking of sports and leisure offices and smart cad
and leisure services. fadlities, including bath direa interfaces for council library,
and contraded-out operations sports and leisure services
Shared  Service / National (R13). (G12).
Priority:
- promoting hedthier
communities and narrowing
hedth inequalities
8. Trangport
- Smart Cards | Online facilities to be avail able to E-forms for “parking Agredal basdline and targets for

To med transport needs more
effedively through the provison | -
of real time local transport | -
information and utilising
technologies to improve traffic | -
and transport management.

Shared

Priority:

- Meding locd transport needs
more dfedively

Service / National

(www.scnf.org.uk)

IDTV (www.digitv.org.uk)
LAWS (www.laws-
projed.org.uk)

Mobile technology / Home
Visits (NOMAD)
(www.locd egov.gov.uk)

allow:

* The public to insped locd
public transport timetables and
information via  aailable
providing organisation,
including links to ‘live
systems for interactive journey
planning (R14);

* Public econsultation fadlities
for new proposas on traffic
management (e.g. controlled
parking zones (CPZs), traffic
cdming schemes), including
publicaion of consultation
survey results (R15).

contravention mitigation” (i.e.
appeal against the issie of a
penalty charge natice),
including email notification o
form recept and apped
procedures (G13);

GlSbased presentation o
information an roadworks in
the locd areg including
contad details and updated
daily (G14).

customer satisfadion and
efficiency savings (E12).
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Priority Area Main Associated National Projeds | Required e-Government Outcomes | “Good’ e-Government Outcomes | “Excdlent” e-Government
& Initiatives Outcomes
(seewww.locd egov.gov.uk)

9. Benefits

To med the neals of claimants

and ther

agents through the

provision of online access to the
Housing and Council Tax Benefit
claim process or via intermediate
technology in their homes.

Shared

Service / National

Priority:

Improving the quality of life of
older people and of children,
young people and families at
risk

e-Payments

- Benefits
(www.locd egov.gov.uk)
- Mobile Tedcnology / Home

Visits (NOMAD)
(www.locd egov.gov.uk)
- Enterprise Workflow

(www.workflowNP.org.uk)
- CRM (www.crmnp.org.uk)

- Government
(www.govtalk.gov.uk)

Gateway

Online facilities to be avail able to
allow:

E-enabled “ one stop”
resolution of Housing &
Council Tax Benefit enquiries
viatelephone, contad centres,
or viaone stop shops using
workflow tools and CRM
software to provide
information at all appropriate
|ocations and enable dedronic
working from front to badk
office(R16);

Citizens or their agents to
ched their digibility for and
cdculate their entitlement to
Housng & Council Tax
Benefit and to download and
print relevant claim forms

(R17).

Mobile office service using
technology to offer processng
of Council Tax and Housing
Benefit claims diredly from
citizens' homes (G15);

Agredd baseline and targets for

turnaround in  processing o
Council Tax and Housing

Benefit claims (BVPI 78) and
renewals (E13);
Pre-qudification of Courcil Tax
and Housing Benefit claimants
for other eligible atitlements
(e.g. schod uniform grants, free
school meds), including pre-
filling of relevant clam forms
(E14).

10. Support for vulnerable people

To med the neeals of vulnerable
children and adults and their

carers by

increasing  the

accessbhility of services, offering
quick, comprehensive assssments
and reducing risk by improving
communication and access to
information between agencies.

- LAWS
(www.laws-projed.org.uk)

- CRM (www.crmnp.org.uk)

- FAME
(www.locd egov.gov.uk)

- RYOGENS
(www.ryogens.org.uk)

- Mobile Technology / Home
Visits (NOMAD)
(www.locd egov.gov.uk)
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Online facilities to be available
to allow:

comprehensive and ckdicated
information abou access to
local cae services available
over the web and telephore
contad centres (R18);

remote web access or mediated

Systems to support joined-up
working o children at risk
aaoss multiple agencies (G16);

Joint assessments of the needs
of vulnerable people (children
and adults), using mobile
technology to support workers
inthefidd (G17).

Agread baseline and targets for
customer satisfadion, including
improvement in numbers of
users/carers who said that they
got help quickly (BVPI 57)
(E15);
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Priority Area Main Associated National Projeds | Required e-Government Outcomes | “Good’ e-Government Outcomes | “Excdlent” e-Government
& Initiatives Outcomes
(seewww.locd egov.gov.uk)
Shared Service / National acces via telephaone (including
outside of standard working

Priority:

- Improving the quality of life
for older people

- Improving the quality of life of
children, young people and
families at risk

hours
authorised

avail ability) for

dficers to
information about individua
‘cae padkages, including
payments, requests for service
and review dates (R19).

11. Supporting new ways of
working

Active policy and practice
enabling council members and
staff to work from home or away
from the officebase.

Shared
Priority:
- ODPM Nationa Strategy

Service [/ National

- Mobile Tedcnology / Home
Visits (NOMAD)
(www.locd egov.gov.uk)

Online facilities to be avail able to
allow:

e Emal and Internet acces
provided for al Members and
staff that establish a need for it
(R20);

e ICT suppat and documented
policy  for home/remote
working  (teleworking)  for
council members and staff
(R21);

» Access to hame/remote
working fadlities to al council
members and steff that satisfy
the requirements st by the
Council’s published
home/remote working licy
(R22).

+ Establishment of eskills
training programme  for
council members and staff
with recognised basic level of
atainment (e.g. European
Computer Driving Licence,
British  Computer ~ Society
Qualificaion “e-Citizen”)
(G18).

* Agred targets for baseline ad
efficiency savings arising from
the introduction d new ways of
working (E16).

12. Accessibility of services

All council services are supported

- LAWS
projed.org.uk)

(www.laws-

Online facilities to be avail able to
allow:

* Adoption d ISO 15489
methodology for Eledronic

* Agreda basdine and targets for
efficiency savings based around

Priority Outcomes Final —Version 1.0

20



Priority Area Main Associated National Projeds | Required e-Government Outcomes | “Good’ e-Government Outcomes | “Excdlent” e-Government
& Initiatives Outcomes
(seewww.locd egov.gov.uk)
outside of standard working | - CRM (www.crmnp.org.uk) Document Reaords improved accesihili ty of
hours via the Internet or Self-service or mediated access Management (ERDM) and services and information (E17).

telephone mntact centres.

Shared National

Priority:

- ODPM Néationa Strategy

- Freedom of Information Act
2000

Service [/

to al council services outside
standard working hours via the
Internet or telephone mntad
centres (i.e. avalable for
extended haurs outside of
9am-5pm Monday to Friday)
(R23);

Implementation of a cntent
management system (CMS) to
fadlitate devolved web content
credion and website
management® (R24).

identification of aress where
current records management
policies, procedures  and
systems need improvement to
med the requirements of
Freedom of Information (FOI)
and Data Protedion legislation
(see
www.pro.gov.uk/about/foi/ma
p-local.rtf) (G19);
Conformance with level AA of
W3C Web  Accesshility
Initiative (WAI) standards on
website acceshility (see
www.w3.org/WALI) (G20);
Compliance with Government
Interoperability Framework (e-
GIF), including the
Government Metadata
Standard (eGMS) (G21).

13. High take up of web-based
transactional services -

Development of web based | -
services as a major access channel
for interactions between the | -
citizen and the ouncil.
Shared National
Priority:

Service /

LAWS

projed.org.uk)

E-Citizen

(www.locd egov.gov.uk)
iDTV (www.digitv.org.uk)

(www.laws-

Online facilities to be avail able to
allow:

Publicaion o Internet service
standards, including  past
performance and commitments
on service avail ability (R25);

Monitoring of performance of
corporate website, or regiona

Establishment  of interna
targets and measures for
customer take-up o e-enabled
access channels (G22);

Adoption d  remgnised
guidelines for usability of
website design (seewww.laws-
projed.org.uk) (G23).

Agreed baseline and take-up
targets for migration of locd
authority business to e-acces
channels (e.g. web, telephone
contad  centres, Interadive
Digital TV, mobile telephone)
by 2005/06, including efficiency
savings (E18).

%ie. allowing users to create, modify, arrange and delete content without needing to understand HTML and without having to rely heavily on their web or IT

teams.
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Priority Area Main Associated National Projeds | Required e-Government Outcomes | “Good’ e-Government Outcomes | “Excdlent” e-Government
& Initiatives Outcomes
(seewww.locd egov.gov.uk)
- ODPM Nationa Strategy web portal, between 20(/04
and 200506 in order to
demonstrate rising and
sustained use, as measured by
industry standards including
page impressons and unique
users (R26).
14. Making it easy for citizensto
do businesswith the @uncil - CRM (www.crmnp.org.uk) Online facilities to be availableto | «  Integration ~ of  customer | »  Agread baseline and
- Enterprise Workflow | allow: relationship management improvement targets for the
Systems are in place to ensure (www.workflowNP.org.uk) systems with badk office percentage of public enquiries
effedive astomer relationship | - Working ~ With  Business | «  Systemsin placeto ensure adivity through use of about council services resolved
management. (www.workingwithbusinessor effedive and consistent enabling technology such as a first point of contad and
9.Uk) customer relationship Workflow to crege omplete efficiency savings resulting from
Shared Service / National | -  NLPG (www.nlpg.org.uk) management aaoss acces automation d businessprocess investment in customer
Priority: channels andto provide a‘first management (G24); relationship management and

- ODPM Nétiona Strategy

timefix’ for citizen and
business enquiries, i.e. using a
common database, which
holds customer’ s records, to
deliver services aaoss
different channels, and

enabling joined-up and
automated service delivery
(R27);

« All emal and web form
adknowledgements to include
unique reference  number
allocated to alow tradking of
enquiry and service response
(R28);

e 100% of email enquiries from
the public responded to within
one working day, with

*  Facilities to support the single
notificion of a dange of
address, i.e. a dtizen should
only have to tell the uncil
they have moved on ore
occasion and the ouncil
should then be ale to update
al rewords relating to that
person to include the new
address (G25).

workflow technology (E19).
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Priority Area

Main Associated National Projeds
& Initiatives
(seewww.locd egov.gov.uk)

Required e-Government Outcomes

“Good’ e-Government Outcomes

“Excdlent”
Outcomes

e-Government

documented corporate
performance standards for both
email adknowledgements and
servicereplies (R29).
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