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1. Purpose of Report 

1.1 The purpose of this report is to update Members on our progress with the Council’s 
Digital Strategy and the impact of Covid-19 upon the implementation of the Strategy. 

2. Decision(s) recommended 

2.1 Resources and Delivering Value Scrutiny Board is asked to: 

(a) Review the progress so far in delivering the Digital Strategy; and 

(b) Support the key post-Covid-19 priorities for implementation. 

  



 

 
 

3. Matters for Consideration 

3.1 Background 

3.1.1 The Council’s Digital Strategy (Appendix A) was presented to RDV Scrutiny in Sept 
2017 and approved by the Cabinet member for Resources and Delivering Value in 
October 2017; this sets out the approach and design principles that will shape the 
organisation’s approach to electronic services. Since then the Strategy has been used 
as the template for our Digital Transformation programme alongside our Digital Vision 
(Appendix B).  

3.1.2 Both documents link to our new Council Plan and the Digital Strategy has been 
recently updated to align with our new Council Plan ‘key things to do’. The Council 
Plan includes the Digital Transformation Programme as a key enabling programme 
which supports the delivery of our other programmes and our nine ‘key things to do’.  

3.1.3 A further report was taken to Resources & Delivering Scrutiny Board on the 3rd Sept 
2018 which described the three categories of activity for the Authority (Digital Citizen, 
Digital Organisation and Digital Community/Solihull) and the key priorities within each 
category. 

3.1.4 This report describes the current programme and progress that has been made to 
date, the changing demand around ICT services, our phased approach to digital prior 
to the Covid-19 pandemic, and the subsequent changes and impacts following it.  

3.2 Digital Transformation Programme 

3.2.1 The Digital Strategy set out three categories of activity for the Authority – Digital 
Citizen, Digital Organisation and Digital Community/Solihull.  These categories have 
been used to identify the key work within the Digital Transformation Programme and 
have helped to identify discrete tranches of work that comprise the programme. These 
tranches are collections of projects that aim to deliver a step change in our digital 
capacity as an organisation. The following are the tranches currently being 
implemented under each category:  

3.2.2 Digital Citizen 

3.2.3 The Digital Citizen theme aims to create a single customer account with a standard 
and transparent experience for the customer.  This will drive digital behaviour and 
improve services to the residents of Solihull. 

3.2.4 Website Redesign Tranche 

3.2.5 The Website Redesign Tranche contains a number of projects that seek to redevelop 
our external website and add functionality as well as improve the services we offer to 
residents in order to deliver a standard and transparent experience for the customer.  

3.2.6 Work has been completed over the past year to redesign our website and improve the 
user experience based on best practice and expert advice. This redesigned website 
will also be able to link to new information and mapping systems, such as MySolihull 
which aims to provide useful community based mapping information, a dedicated 
online web booking system, and citizen access to tax information online as part of our 



 

 
 

Northgate e-revenues project. The new design of the website is planned to go live in 
September 2020, with additional improvement work beyond this date currently being 
identified. 

3.2.7 The Northgate e-revenues project is allowing us to further digitize the Council’s 
Revenue and Benefits services in line with the corporate Digital Strategy.  This 
includes the provision of electronic National Non-Domestic Rates (NNDR) bills, the 
capturing of changes of circumstance online, and Citizen Accounts.  The latter 
allowing the public to view on-line Council Tax and NNDR bills, benefit statements, 
make account enquiries, and view payments made.  

3.2.8 Phase 1 of Citizen Access – e-Revenues went live on 26 November 2019 with a ‘soft 
launch’ and a larger scale launch took place as part of our annual billing process in 
February 2020. Promotion of the online Council Tax account was included on the 
envelopes that included all annual bills. A video showing how to register and sign-up 
for an account was developed and is now available on our council tax web site. 

3.2.9 Next Steps: Covid-19 has only had a marginal impact on this category and progress 
will continue as planned. The new website will be rolled out and the next phase of 
Northgate will be developed with enhancements to the current offer. Additional 
functionality will be developed such as community information mapping (MySolihull 
Project), web booking functionality (Web Booking Project), and improved identity and 
access management for users to allow further single-sign on. (Azure B to C Project). 

3.2.10 Digital Organisation  

3.2.11 The Digital Organisation theme aims to improve the way we use digital services and 
information. This will improve the quality and efficiency of our services and allow us to 
adapt more quickly to future digital developments.  

3.2.12 The activity that sits underneath our Digital Organisation theme constitutes the most 
significant tranches of work undertaken by the Authority with the greatest investment, 
resource, and complexity. As a result these programmes have been aligned 
sequentially to ensure that the organisation focuses its resources on the successful 
completion of one programme before progressing with the next. This is also why 
Resources and Delivering Value Scrutiny Board receive regular updates on the Social 
Care Implementation and Oracle Upgrade. 

3.2.13 Social Care Implementation Tranche 

3.2.14 A decision was taken to replace the old social care system as it had been in use for 
over 15 years. The solution was tired and no longer adequately supported the 
business needs or good social work practice. The vision was to replace  the solution 
with a modern case management system that not only supported social workers and 
good social work practice but also opened up new digital channels. These new 
channels would enable clients to self-serve and communicate digitally with their social 
workers, and for social workers it would enable them to digitally communicate with key 
professions and providers outside the Council.   

3.2.15 The delivery of the core case management system was completed on 24th June 2019 
for Adult Care & Support whilst Children’s Services went live on 2 March 2020. Both 



 

 
 

Directorates are now working to deploy the additional digital Portal channels (Client / 
Citizen / Provider) alongside the ability to undertake online financial assessments and 
digitally communicate with Health, Police, Probation and Education Professions. The 
planned completion date for these is March 2021 when the programme will formally 
close. 

3.2.16 Oracle Upgrade Tranche 

3.2.17 The Oracle Upgrade is the most significant Digital Programme activity currently 
underway and will see the organisation migrate to Oracle Cloud and Oracle Analytics. 
The work is ongoing and has managed to remain on track during the pandemic largely 
due to the approach taken across the Digital Programme to ensure that the 
organisation prioritises its activities on its most significant programmes. 

3.2.18 Regular reports are taken to RDVS Board on the Oracle Cloud work and as such 
more detailed information about Oracle Cloud development will be included in those 
reports. The last report went in late 2019 and a risk workshop with Councillors is 
planned to take place in September 2020.  

3.2.19 Oracle Cloud – The Oracle Cloud project will deliver a business system for the core 
functions of HR, Payroll, Organisational Development, Finance, Planning and 
Budgeting, Income & Awards, Managers’ BI dashboards and staff self-service. This 
has a range of immediate impacts covering all council areas and staff, partners, 
schools, suppliers, mobile and home working.  In the longer term it enables 
enhancements to council services and information provided to the public. Design and 
specification work has been completed and implementation is due to begin in 
September 2020.  

3.2.20 As part of our Oracle Analytics work, we are evaluating its usage to see how we can 
improve our data analysis and interrogation and utilise high level dashboards to 
improve our ability to assess management information. 

3.2.21 Microsoft 365 Tranche 

3.2.22 The Microsoft 365 Tranche contains seven projects which are collectively designed to 
embed Microsoft Office 365 across the organisation whilst having developed the 
knowledge and skills needed for employees to exploit its operational and strategic 
benefits. This includes an upgraded Microsoft software system with greater 
functionality, security, collaboration tools, and additional applications to increase the 
efficiency of our services; as well as improved management information and business 
intelligence dashboards for employees. 

3.2.23 These projects have complex interconnections and the software rollout provides both 
new opportunities and the need for new policies, behaviour, and governance around 
the upgraded platform. As everything within M365 is connected, the roll out of 
individual elements, such as MS Teams, has to be carefully planned. Full optimisation 
of the software and subsequent benefits realisation will take place once all M365 
modules are in place and fully connected.  

3.2.24 Whilst the visible activity focuses around the M365 software; this is also a technical 
infrastructure refresh programme – whereby the user devices are replaced, servers 



 

 
 

and server software are replaced, data is moved to Microsoft’s ‘cloud’; and core 
products such as the Telephone System and Citrix are aligned to this Microsoft 
Platform.   

3.2.25 In effect, the organisation moves from a low-cost centralised infrastructure to a ‘one 
device per person, access anywhere’ model.  The timing of this programme not only 
fits with the phased approach for Social Care and Oracle.  It is also aligned to key de-
support dates to maximise investment. 

3.2.26 The tranche also aims to create a new intranet built in SharePoint that is a rich and 
interactive source of information for employees. Files and workflows will be migrated 
to SharePoint and OneDrive allowing simplified access to business data and the more 
effective management of content.  

3.2.27 Part of this work aims to foster greater collaboration and shaping of resources around 
business requirements through connecting employees with information and expertise. 
The aim is to develop an innovative and proactive approach to Microsoft 365 
applications which allow for new solutions to be developed to current and future 
challenges.   

3.2.28 M365 was planned to follow Oracle Cloud as the third key ICT project within the 
Digital Strategy. This was intended to take a phased, ‘waterfall’ approach with emails 
and system configuration taking place, followed by SharePoint, and then Microsoft 
Teams being rolled out. Following this, we would focus on the advanced features of 
M365 such as PowerApps and Flow. However, Covid-19 has increased the demand 
for these services and the team have reprioritised this work to meet new demands and 
have paused other M365 work. An assessment is being completed to understand 
what additional costs and implications are needed to bring forward this work. 

3.2.29 Next Steps: Over the next year the work to develop Oracle Cloud will proceed, with 
completion due in late 2021. During 2020/21 the Oracle Analytics product will be 
developed to link with our non-Oracle data management systems. This will then 
provide the basis for key Management information for officers along with our project 
and programme management system. 

3.2.30 Further development of the core functionality of Microsoft 365 will be developed with a 
focus on Microsoft Teams and video conferencing functionality. The next focus will be 
on migrating emails to the cloud, then rolling out a SharePoint filing structure and 
expanding Teams functionality.  

 

3.2.31 Digital Community/Solihull 

3.2.32 The Digital Community/Solihull theme aims to address two elements, place based 
information and supporting the community in the rollout of internet services. This is the 
tranche that has been affected the most by the Covid-19 pandemic, with programme 
resource being refocused on to our Covid-19 response activity and ensuring business 
continuity. This Covid-19 work has been run as a priority collection of projects in order 
to meet short deadlines and introduce new functionality at pace to respond to 
business critical needs. However, Digital Programme activity has carried on where 



 

 
 

possible to support the long term planning of our Social Care, Oracle, and M365 
tranches.  

3.2.33 Digital Development Tranche 

3.2.34 The Digital Opportunities Stream has been used to progress work to enable the ‘new 
normal’ and our Covid-19 response. This includes Digital and Data Teams work to 
support Operation Shield / Track and Trace, the development and implementation of 
PowWowNow for Teleconferencing, WebEx for Video Conferencing, enabling video 
streaming for funerals, rolling out laptop provision for vulnerable children, and 
supporting large scale remote working and development of the network to 
accommodate this.   

3.2.35 These have all progressed at pace and been delivered in a shorter time frame by 
focusing on a smaller number of key activities at a time (also known as the Sprint 
Methodology).  Pre-Covid the approach was to gather all potential Digital 
Opportunities, to assess and prioritise them and only then progress to development. 
This ‘Sprint’ approach has been utilised across the Digital Programme during and 
following Covid-19 to progress priority work at pace in order to meet business critical 
demand.   

3.2.36 The Council continues to support Broadband expansion through the Local Full Fibre 
Network (LFFN) initiative, as well as Superfast Broadband and the WMCA 5G project. 
These projects are being delivered primarily by external partners with strong 
collaborations with SMBC. Because of this, they have not been greatly affected by 
SMBC’s Covid-19 response measures and reallocation of resource, and SMBC 
continues to support the work as needed. 

3.2.37 Next Steps: The Digital Opportunities work will shift to operate in a ‘sprint’ mode and 
continue to focus on our Covid-19 response measures as needed. SMBC will continue 
to support the rollout of Superfast Broadband and identify any opportunities to improve 
the service within the Borough. 

3.3 The changing demands around digital services 

3.4 As cloud based services have become more sophisticated and common, the demand 
for on premise infrastructure and support has lessened. The model that a majority of 
organisations are migrating to is an ‘evergreen’ service in which digital services are 
regularly updated by their providers and where agile devices serve as gateway points 
to access cloud based information.  

3.5 This shift has required a change in the planning and development of digital services. 
Increasingly, ‘software as a service’ (SaaS) are the products offered, where ICT 
software is ‘rented’ via licences, and not owned outright. This requires different skills 
and abilities in managing these software packages, but also allows for more flexibility 
to meet organisational needs.  

3.6 Digital services are a key part of enabling the delivery of SMBC’s Council Plan and 
our nine Key Things to Do and the importance of digital to all elements of the plan 
reflects the changing demands made of the organisation. These changes come from 
increasing digital literacy of our residents and employees, the proliferation of smart 



 

 
 

devices and the ‘internet of things’, and the increasing use of digital mediums in 
everyday life.  

3.7 Phased approach to digital prior to Covid-19 

3.8 Prior to Covid-19 a ‘waterfall’ approach was being taken to the rollout of new digital 
services as part of the ICT strategy, ICT Roadmap and Digital Programme. The aim of 
this phased migration was to minimise the risks around the changes which include the 
New Social Care System, Oracle Cloud, Office 365 and Citrix Replacement.  This 
Programme commenced with the New Social Care System in 2017, and is 
progressing with Oracle and Office 365, with Citrix due to be replaced for 2023. 

3.9 The waterfall approach was also taken to mitigate the effect of large scale change on 
the organisation, in particular, the risk of ‘change fatigue’ on staff. It also allowed us to 
manage the change with fewer resources and at a lower cost, as employees could be 
reallocated to new projects once older ones had finished.  

3.10 Impact of Covid-19 on digital services and changes required 

3.11 The Covid-19 pandemic beginning in March 2020 has had a major impact on all parts 
of the Digital Programme. Between March and June 2020, the majority of the 
programme was paused in order to reallocate resources to Covid-19 response 
measures.  

3.12 This pause has ended for all elements between July and September 2020, but the 
organisation’s response to the pandemic has shown that a new approach to Flexible 
Working is required. Whilst the technology has provided access to core systems it has 
not been able to provide users with ‘Smarter’ technology to support video 
conferencing or collaboration. These facilities are contained within the Digital 
Programme and are part of our rollout of Microsoft 365 and eventual replacement of 
Citrix. 

3.13 There are just over 2000 portable Windows 10 devices on the SMBC network. 99% 
have been used in 2020 and just over 90% since July 2020. There are 3000 
employees who need access to ICT and to support mass remote working, meet our 
new ways of working policy, and support our transition away from Citrix, more portable 
devices are required. 

3.14 To provide Smarter Ways of Working, Microsoft 365 will need to be introduced to 
provide collaboration and ICT Infrastructure would need to be decentralised to support 
the use of video. This reflects a change in strategy needed to promote decentralised 
access to SMBC systems in future from the current strategy which focuses on a ‘low 
cost, any device, access anywhere model, to ‘one device per person, access 
anywhere’ model. This new model of access to core systems would require an 
investment in additional devices for employees.  

3.15 The initial implementation of M365 (excluding Telephony and Video Conferencing) 
was originally planned to occur in late 2020 as part of the pre-Covid-19 rollout. 
However, post-Covid-19 Microsoft Teams – the video conferencing element of 
Microsoft has been made the top priority, and other elements of the rollout have been 
paused to accommodate this change. 



 

 
 

3.16 The Covid-19 pandemic has also meant that all tranches of the Digital Programme are 
now going to be progressing at the same time which has had an unplanned impact on 
our allocated resources. Work has taken place to assess these new resource needs, 
but further investment will need to be considered to progress all elements of the 
programme simultaneously.  

3.17 In addition to programme needs, adapting our digital access model to meet the needs 
of our users and integrate with our new cloud based solutions (M365, Oracle, 
LiquidLogic) will mean moving from a low cost, ‘thin client’ model to ‘thick client’ 
laptops which require more resource to maintain and update. This will mean that the 
‘bring your own device’ service supported by Citrix will end, and corporate devices will 
be the gateways through to our core systems. 

3.18 Currently, tactical solutions have been put in place to meet business needs and 
support business continuity. In order to meet our strategic goals and replace tactical 
solutions that are not suitable in the longer term, replacement solutions will need to be 
implemented at a cost.  

4. What options have been considered and what is the evidence telling us about 
them? 

4.1 This programme supports the Council Plan and the UK Digital Strategy. Evidence 
from the Office for National Statistics tells us that more people than ever before are 
becoming ‘digital citizens’. In Jan to Feb 2020, 96% of households had internet access 
(up from 56% in 2006), and 76% of adults used online banking (up from 30% in 2007). 
87% of adults shopped online within the last 12 months (up from 53% in 2008) and 
35% of all adults used an ‘internet of things’ device from Jan to Feb 2020. 49% of 
adults aged 25-34 years have used a smart speaker or app in that period.   

4.2 In terms of the impact on SBMC, in 2020, the numbers of employees working from 
home concurrently has risen from 100-200 per day to 1400-1600 during the Covid-19 
pandemic. This demand has been met successfully by ICT with increased support and 
network capacity.  

4.3 ICT, the Business Intelligence and Improvement Division, and Digital Programme 
resource have supported a number of elements of our Covid-19 response work. Some 
examples of this include: 

- Mapping of data and production of reports highlighting key findings with a series of 
maps. This illustrates the key hotspots and can be overlaid with other information 
where required. 

- Production of a weekly dashboard collected from a range of data sources to map 
and track COVID cases, deaths and outbreaks in the Borough which is circulated 
to Members. 

- Enabling the Asset Management Team to continue to gather highway condition 
data by utilising mobile phone technology, where a phone (mounted to the window 
screen) collects data as vehicles drive around the borough. 

4.4 Millions of citizens now have the convenience of doing business with government from 



 

 
 

their home or on the move at a time of their choosing, from April 2015 to March 2016 
over 33 million people taxed their vehicle online (and no longer need a paper record), 
93% of vehicle tax and drivers’ transactions (about 200 million per year) were done 
online, over 4 million people applied for a driving licence online and over 5.7 million 
people used the voter registration digital service, with a peak of 469,000 applications 
in one day.   

4.5 This programme recognises the benefit of the appetite for Digital Services, as 
highlighted above, and has progressed in the delivery of equivalent services across 
the Council. 

4.6 To enable the delivery of the Digital Programme at pace, and to lower the risk of 
digital benefits not being achieved within intended timescales, work is taking place to 
assess cost and resource needs to speed up delivery of the existing Digital 
Programme and support the transition to our new ways of working model.  These will 
be presented to the Cabinet Member for Resources for approval. 

5. Reasons for recommending preferred option 

5.1 Not applicable.  

6. Implications and Considerations 

State how the proposals in this report contribute to the priorities in the Council 
Plan: 

☐Priority: Contribution: 

Economy: 

1. Revitalising our towns and local 
centres. 

2. UK Central (UKC) and maximising the 
opportunities of HS2. 

3. Increase the supply of housing, 
especially affordable and social 
housing. 

The Digital Transformation Programme 
exists in its own right within the Council 
Plan; however, it also supports and helps to 
enable all the other key programmes and 
so links to all of our nine key things to do – 
including supporting the UKC and Inclusive 
Growth programmes to maximise the 
opportunities generated in a digital 
economy.   

 

Environment: 

4. Enhance Solihull’s natural environment. 
5. Improve Solihull’s air quality. 
6. Reduce Solihull’s net carbon emissions. 

The Digital Transformation Programme will 
utilise technology to enable communities to 
be more self-reliant and redesign services 
in ways that lower the impact on the 
environment, improve customer experience 
and save money.   

 

People and Communities: The Digital Programme will fundamentally 
support the future service offer built around 
‘universal, targeted and specialist’ services.  

https://www.gov.uk/government/publications/dvla-annual-report-and-accounts-2015-to-2016/dvlas-annual-report-and-accounts-2015-to-2016
https://www.gov.uk/government/publications/dvla-annual-report-and-accounts-2015-to-2016/dvlas-annual-report-and-accounts-2015-to-2016
https://www.solihull.gov.uk/Portals/0/Ourvisionandpriorities/Council_plan.pdf
https://www.solihull.gov.uk/Portals/0/Ourvisionandpriorities/Council_plan.pdf


 

 
 

7. Take action to improve life chances in 
our most disadvantaged communities. 

8. Enable communities to thrive. 
9. Sustainable, quality, affordable 

provision for adults & children with 
complex needs. 

The Public Service Design emphasises 
independence by encouraging and 
supporting residents to do as much as 
possible for themselves.  This is at the heart 
of the Digital Strategy and core to the 
benefits of Digital Transformation. 

 

6.1 Implications for children and young people, vulnerable groups and particular 
communities: 

6.1.1 Developing and introducing new digital services, will have an impact on customers as 
one of the aims is to improve access to online services. 

6.2 Consultation and Scrutiny: 

6.2.1 We intend to consult with members and both internal and external partners as 
required when developing digital services. 

6.3 Financial implications: 

6.3.1 The impact of Covid-19 has led to vastly increased digital requirements from SMBC 
and so resource and funding requirements are expected to increase in order to meet 
these business needs and customer expectations. 

6.3.2 Specific digital initiatives with funding or resource allocation requirements will require 
specific business cases.  

6.3.3 Similarly cost reductions that can be delivered through digital deployment are detailed 
at the Project level.  However, shifting customer interaction from phones and walk-in 
to digital channels is a lower cost model.  

6.3.4 Further investment in superfast broadband and related provisions in the borough will 
be investigated, and specific business cases produced as required. 

6.4 Legal implications: 

6.4.1 There are no legal implications at present. 

6.5 Risk implications: 

6.5.1 The key risk to the programme is that we adopt incremental change without assessing 
the corporate benefits or priorities.  This in turn will result in a missed opportunity and 
MTFS savings will not be realised.  Steps have been taken through the Digital 
Programme Board to ensure this does not occur however, it is a specific risk if a 
Corporate approach is not adopted. 

6.6 Statutory Equality Duty: 

6.6.1 We will focus on high volume, simple transactions, that drive efficiency, whilst 
ensuring that we continue to support people who have more complex and specialist 



 

 
 

needs.  Specific proposals will have an equality impact assessment carried out on 
them. 

6.6.2 The delivery programme for the Digital Strategy supports our fairness, equality, 
diversity and inclusion stance by enhancing accessibility of services to a diverse range 
of customers and supporting agile working arrangements for employees with different 
needs. Newer systems will also enable the Council to monitor the profile of service 
users over time and thus help to identify trends and assess emerging needs of local 
residents. 

7. List of appendices referred to 

7.1 Appendix A – Digital Strategy 

7.2 Appendix B – Digital Vision 

8. Background papers used to compile this report 

8.1 None. 

9. List of other relevant documents 

9.1 None. 


