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REPORT TO: POLICY AND RESOURCES COMMITTEE ON 7 AUGUST 2018 
 
SUBJECT: DIGITAL PUBLIC SERVICES – PROGRESS REPORT 
 
BY:  CORPORATE DIRECTOR (CORPORATE SERVICES) 
 
 
1. REASON FOR REPORT 
 
1.1 The Committee is invited to consider progress against the Digital Public 

Services project. 
 

1.2 This report is submitted to Committee in terms of Section III (B) (42) of the 
Council's Scheme of Administration relating to the development and 
implementation of information technology policies. 
 
 

2. RECOMMENDATION 
 
2.1 It is recommended that Committee considers and notes: 
 

(i) general progress for the period to June 2018; 
 

(ii) the risks being managed by the Digital Services Working Group and 
actions being taken to mitigate these risks; and 

 
(iii)that development work will be mainstreamed into the ICT project 

workload and the project manager will work with the service areas to 
document the benefits arising from the new solutions as they are 
implemented. 

 
 
3. BACKGROUND 
 
3.1 The Digital Public Services project was approved by Policy & Resources 

Committee on 14th April 2015 (para 9 of the Minute refers) and contained 
within it a series of aims and objectives which are contained in a single 
summarised document (Appendix 1). 
 

3.2 The programme of work is being delivered across five key themes targeting 
eight customer groups: 
 

3.3 The five key themes are: 
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a) Channel Shift: moving from the traditional face-to-face channel to increase 
use of telephony, email and web. Digital services may not be appropriate 
for all scenarios but there is a need to identify opportunities for channel 
shift, determine how extensively these should be promoted and to ensure 
these services are designed around the needs of our customers. 

 
b) Citizen Account: the concept of the Citizen Account is to provide a method 

for maintaining a “trusted” single view of the customer which feeds into or 
updates other systems to ensure currency and consistency of information. 
Once this single view is achieved it can be used to provide improved 
services to the public. 

 
c) Data Sharing: this will involve identifying the data held, the services that 

wish to share the data, obtaining the relevant permission to share this data 
and using the data appropriately and in compliance with relevant 
legislation. 

 
d) Better use of data: analysing data could enable the prediction of how 

chains of transactions operate or making people aware of entitlements. 
This could aid consistent, fair and proactive service delivery as well as 
improved communication with customers about issues that are relevant to 
them. 

 
e) Digital Awareness: Council staff need to be familiar with and use 

technology to their advantage and to the benefit of the public. To ensure 
the digital services project is successful it will be necessary to review the 
training provided to staff to ensure familiarity with the digital services 
project, how to use the various tools and be encouraged to participate in 
the development of digital services. 

 
3.4 The eight customer groups are: 

 
a) Council Householders 
b) Environmental / Infrastructure 
c) Wider householder group 
d) Parent / Guardian / Pupil 
e) Social care client / Prospective client 
f) Leisure 
g) Business / Agents / Organisations / Charities 
h) Council / Internal / Visitors / Non Residents / Other 

 
4. PROGRESS UPDATE JUNE 2018 
 
4.1 A set of milestones and planned dates was set by the project in March 2017 

for both the financial year 2017/18 and to the project end date of September 
2018.  While progress against the project has been impacted by resourcing 
and supplier issues a number of the milestones are now on the verge of being 
delivered. Progress against each of the milestones and planned dates is 
reported below. 
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4.2 Leisure bookings solution implementation (Planned date Oct 2017 – 
Work in progress) 
 

4.2.1 Leisure was identified as an area with a high volume of transactions and 
during consultation with the public, online booking was identified as a top 
priority. 
 

4.2.2 The leisure service already use the Gladstone Plus 2 solution on the centre 
tills and it was agreed to upgrade the solution to introduce the online and 
business process module to provide leisure centre users the ability to book 
and pay online for a range of services including classes, rooms, pitches and 
other activities including those offered by sports development and active 
schools. Configuration of the system started as planned during August and 
September 2017 with training held during September and October 2017 
against a plan to introduce a limited number of classes in October. 
Unfortunately resourcing issues resulted in the service no longer being able to 
support the introduction of the system at that time and the planned go-live 
was postponed at the last minute. 
 

4.2.3 The leisure service have now realigned administration tasks and in June 2018 
appointed a technical administration officer with the responsibility for 
introducing the system in the short term.  While this is significantly behind 
schedule this project deliverable is back on track and working towards 
implementation in September 2018. 
 

4.3 Public engagement subscription and alerting solution (Planned date Oct 
17 - Achieved) 
 

4.3.1 A subscription and alerting service was developed and went live to the public 
in November 17. The first services available to the public were for committee 
meetings, council house tenant information and Moray connected news. Since 
the initial go live additional services were added in March 18 for Councillor 
Surgeries and consultations. 
 

4.3.2 Work on a further iteration of this solution to publish a status page on the 
council web site linked to the alerting solution is undergoing final development 
and testing before being implemented. This will see the potential for additional 
services being made available through the public engagement solution 
including emergency planning, school closures, road closures and other 
service disruptions such as waste collection. 
 

4.4 Online payments solution implementation (Planned date Nov 17 – 
Achieved) 
 

4.4.1 The implementation of the procured income management solution to provide 
an improved online payments solution went live in November 17.  The new 
system allows additional payments to be collected online.  An example of this 
is to accept online payments for copy certificates from the Registrar’s which 
has been developed and undergoing final security testing before being made 
available to the public.  This currently attracts in the region of 8,000 queries to 
the Registrar’s office each year and will introduce efficiencies in this area. 
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4.5 Social Care web content and basic forms (Planned date Feb 18 – Work in 

progress) 
 

4.5.1 This area of work has been particularly challenging due to the extent of the 
content that was required to be amended and new content to be developed.  
While some new content has been added to the Social Care pages the staff 
involved in the content creation for the web site who were on temporary 
contracts have decided to seek employment elsewhere before the end of their 
contracts. 
 

4.5.2 This area is largely on hold until an appropriate solution is found to fill the 
vacant posts. 
 

4.6 Schools administration services online (Planned date Dec 2017 – Work 
in progress) 
 

4.6.1 The development of e-forms for schools administration initially concentrated 
on the school registration, placing request and school transport application. 
These were developed by the beginning of December 2017 undergoing 
rigorous testing before going live for the primary one enrolment period, 15th 
Jan 2018 to 19th Jan 2018. During this time 150 registrations and 70 placing 
requests were submitted, representing approximately 15% of all registrations 
submitted and below the target of 30% for year one. Surveys of both parents 
and school administration staff were conducted to obtain their feedback on the 
process and this would suggest that the uptake will increase as parents 
become more confident in the process and through improved promotion. The 
school transportation form is also live allowing parents to apply for school 
transportation for their child. 
 

4.6.2 To assist with the project two school administration staff were seconded into 
the project to provide expert knowledge of the service and to liaise with the 
schools, parents and the education staff based in HQ. Their contribution has 
been vital to the project in consultation with all stakeholders to deliver on the 
agreed priorities including the extended contract negotiations with the supplier 
of the school online payments solution. The procured solution provides the 
following:- 
 
a) Upgrade existing equipment in secondary schools 
b) Introduce centralised reporting for the secondary school catering system 
c) Introduce new online payments solution for both secondary and primary 

school meals 
d) General school payments such as uniforms and school trips 
e) Emergency contact and related data capture 
 

4.6.3 The first two of these priorities are complete and all equipment in place to 
introduce online payments for primary school meals.  Although the initial trial 
was scheduled for December 2017 extended contract negotiations delayed 
the implementation.  However, promotional material has been finalised, the 
solution implemented in all 8 secondary schools and configuration of 4 trial 
primary schools completed in advance of going live at the start of the new 
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school year.  Assuming this is successful a plan has been agreed to roll out 
the solution to the remaining primary schools by the end of September.  The 
other office administration tasks will be introduced by schools administration 
staff and these will generate further efficiencies in this area. 
 

4.7 General appointments bookings (Planned date Dec 2017 – Not achieved) 
 

4.7.1 Following a review of existing systems used across the council it was 
identified that the system used by Building Services DLO could be adapted to 
provide a booking solution for other services allowing the public to book 
appointments with officers online. Before the solution could be used the 
system required to be upgraded and new functionality implemented. The 
solution will utilise the same system as the housing repairs and will be 
scheduled into the programme following the housing repairs solution going 
live. 
 

4.8 Develop and publish open data sets (Planned date Jan 2018 – Achieved) 
 

4.8.1 A number of data sets were identified during the general householder, 
infrastructure and parent/guardian/pupil phases of the project. These data 
sets have since been made available on the web site and include: 
 
a) Car parks 
b) Cemeteries 
c) Play parks 
d) Recycling centres / points 
e) Election polling stations 
f) Primary school catchment areas 
g) Secondary school catchment areas 
 

4.8.2 A new dashboard solution was introduced in November 17 with the first 
information published for use of the council website, myaccount and external 
e-forms. 
 

4.9 Leisure web content and basic forms (Planned date March 18 – Work in 
progress) 
 

4.9.1 The review of content was split into two areas: library service and leisure 
service. Work with the library service had progressed well with new content 
being created across the teams and new functionality developed for the web 
pages, with a blog section being considered to inform the public of events 
being held in the libraries and to integrate with the public engagement 
solution. The work with leisure had started and initial meetings held with the 
staff at each centre. Unfortunately staff involved in the content creation for the 
web site were on temporary contracts and have decided to seek employment 
elsewhere before the end of their contract. 
 

4.9.2 This area is largely on hold until an appropriate solution is found to fill the 
vacant posts. 
 

4.10 Online repairs bookings (Planned date Feb 2018 – Work in progress) 
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4.10.1 Following a review of the existing repairs system and discussion with other 

authorities it was identified that the existing system used by Building Services 
DLO could be provided online to allow the public to request their own repair 
bookings. This introduced extended timescales to follow due process with 
regard to procurement / business process and to put in place the pre-
requisites for the solution. 
 

4.10.2 The system has now been procured, the pre-requisites applied and the 
development work is starting to integrate the scheduling solution with the 
Lagan CRM solution and the Northgate diagnostic tool required to help users 
identify repair type and location. 
 

4.11 Revenues & benefits online services (Planned date Apr 2018 – Work in 
progress) 
 

4.11.1 Members of the public report change of circumstances relating to council tax     
by form, in person or in some cases by telephone. The process requires a 
variety of manual data entry processes which is time consuming. The team 
have been working with the supplier to introduce a solution that will allow the 
public to make changes online and have those changes automatically 
uploaded into the council tax system. The solution will also introduce an e-
billing solution to allow the public to access their council tax bills online. 
 

4.11.2 A number of upgrades have been required to get the existing council tax 
system upgraded to provide the solution including integration with the 
document management system, W360.  At the same time a new e-billing 
module had to be purchased to allow the public to request e-billing online. 
Installation of these additional modules has been completed. 
 

4.11.3 Development of scripts for the contact centre staff is complete and also the 
matching process to allow registered myaccount customers to automatically 
link themselves to their council tax account. 
 

4.11.4 Progress has been difficult with various supplier issues resulting in significant 
delay which subsequently coincided with year end and GDPR work within the 
service area.  The project is once again being picked up to work towards a 
live solution with the service looking to implement in October 2018. 
 
 

5. PERFORMANCE AGAINST TARGET OUTCOMES 
 
5.1 A summary of performance against target outcomes is detailed below: 

 
5.2 Increase Moray Council Web site sessions by 25% by September 2018 

(Achieved) 
 
5.2.1 The method for capturing data was changed in April 2016 and we now have 

two full years of data. The current information shows that in April 2016 we had 
85,870 sessions and that has risen to 114,573 by March 2018 an increase of 
33%. 
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5.3 Decrease calls for targeted services within the contact centre by 30% by 

September 2018 (Work in Progress) 
 

5.3.1 Where we have a mature online solution for rent balance enquiries and 
waiting list requests we have seen a 30% reduction in calls to the contact 
centre on average between 2016 and 2017.  However the core systems that 
we expected to be in place to deliver major improvements on this target in the 
areas of council tax and online repairs have not yet been introduced.  While 
there is a general downward trend in the calls being handled within the 
contact centre there are other influencing factors.  For example new tasks 
being undertaken by the contact centre and major issues such as changes to 
waste collection that generated additional calls into the contact centre.   

 
5.4 Decrease face to face contact for targeted services at access points by 

20% by September 2018 (Work in Progress) 
 

5.4.1 Progress against this target is similar to that of the contact centre with the 
core systems that we expected to deliver major improvements against this 
target in areas of council tax and online repairs not yet been introduced. 

 
5.5 Increase Uptake of online payments for service delivery charges by 30% 

September 2018 (Work in Progress) 
 

5.5.1 Two of the main solutions to deliver against this target included the schools 
catering/administration solution and the registrars online payment for copy 
certificates.  Both of these solutions will be introduced in the short term and 
while the 30% may still be optimistic by September the uptake of online 
payments is anticipated to be high within the schools environment.  Where 
parents already have the ability to credit a student’s NEC card online, 
secondary schools only, we have seen an increase of 18% in the number of 
transactions and value collected through the e-shop. 

 
5.6 Introduce by January 2018 school online enrolment and achieve 30% 

uptake and 60% uptake by January 2019 (Partially achieved) 
 

5.6.1 The school enrolment solution went live for P1 registration week on 15th 
January 2018. There were 978 school enrolments during that week of which 
151 were completed online, approximately 15%.  Feedback from customers 
surveyed after the registration week identified that public confidence in the 
solution and increased publicity would increase the number of people using 
the facility. 
 

5.6.2 The forms have been reviewed based on customer feedback and further 
enhancements have been discussed with the Early Years project team to 
incorporate online registrations for their client group. 

 
5.7 Introduce primary school online meal payments by January 2018 and 

achieve 50% uptake of the facility by September 2018 (Work in progress) 
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5.7.1 The solution was procured in November 2017 and is live in all 8 secondary 
schools and configured in 4 primary schools for live running at the start of the 
new school year.  Payments have been successfully processed online and the 
classroom process tested in advance with one of the trial sites in readiness for 
the new term.  Based on feedback from parents and other authorities using 
the same solution the 50% uptake target is still achievable by September 
2018. 

 
5.8 Introduce bookings for online leisure facilities, sports activities and 

active schools by Oct 2017 and achieve 40% uptake of these booking 
types by March 2018 (Not achieved) 
 

5.8.1 Resourcing issues within the service area prevented this from going live in 
October 2017 however, as indicated above, a technical administration officer 
has now been appointed and the project has been rescheduled by the service 
area for going live in September 2018. 

 
5.9 Increase the number of registered users of my account to 10% of eligible 

residents by September 2018 (Work in Progress) 
 

5.9.1 Currently 3,400 members of the public have registered through myaccount to 
access council services representing approximately 4% of eligible residents.  
This will increase as we introduce new services, particularly schools and 
council tax, using the customer portal over the next few months.  Assuming 
50% uptake of the online payment for school meals is achieved in the short 
term the 10% target will be achieved. 

 
5.10 Introduce e-billing for council tax by March 2018 and achieve 20% 

uptake for bills issued for the 2018/19 financial year (Not achieved) 
 

5.10.1 While the solution to deliver eBilling has been progressed supplier issues 
resulted in significant delay which then coincided with year end and GDPR 
work within the service area.  A robust testing procedure must be completed 
before going live and while the year end billing cycle period has passed, a 
similar number of bills are issued throughout the year and these will be 
targeted for the eBilling solution. 
 

5.10.2 Through discussions with the supplier it has been agreed to go live with the 
change of address solution in advance of the eBilling solution and the service 
is working towards a go-live date of October 2018. 

 
5.11 Introduce a fully integrated online booking solution for housing repairs 

by April 2018 and achieve 20% uptake by August 2018 (Work in 
Progress) 
 

5.11.1 The solution to implement online booking of council house repairs has just 
been procured with configuration of the system about to start.  This target has 
not been met and is work in progress. 

 
5.12 Provide an online subscription and notification service and have 2000 

users registered by June 2018 (Not achieved) 
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5.12.1 The subscription service went live in November 2017 and there has been slow 

uptake of the service. The main uptake is likely to be in the area of schools 
and road closures which is scheduled for delivery by September 2018 at 
which point it is expected the number of registered users will be achieved. 

 
5.13 To make available 4 Open data sets that support application process or 

usage of other services by March 2018 (Achieved) 
 

5.13.1 Several data sets are now available online to view and download. 
 
 
6. MAJOR RISKS AND ISSUES 
 
6.1 Local/National initiatives have been identified that may impact on progress 

and may result in further changes to timescales. As an example the 
Improvement Service together with the schools management solution 
supplier, SEEMiS, are developing a Parent Portal for access to school 
information.  A further development by the supplier may deliver a solution to 
link in with a general customer portal.  A key principle of the digital services 
project is to provide a single view of the Moray citizen and the parent portal 
approach taken by the supplier may require compromise on our part or 
alternatively wait for the general customer portal solution.  The project team 
play an active role in the SEEMiS and Improvement Service consultation 
group and will maintain oversight of this work.  
 

6.2 The availability of resources in services to implement new solutions has had a 
detrimental impact on the timescales being achieved.  Likewise as the project 
is nearing the end of the 3 year period, temporary staff are planning ahead 
and seeking alternative employment.  Some staff employed directly on the 
project, or backfill for those involved in the project, have left impacting on the 
project, particularly in the area of website content creation.  Where possible 
workload is being included in the general project work of the ICT service. 
 

6.3 Benefits realisation – The digital services project is an enabler for service 
managers to embrace change and identify savings for the council. As such 
Service managers are responsible for implementing any changes within their 
service as a result of the digital services project. It should be noted however 
that any benefits from introducing online services will be dependent upon the 
uptake of these services and there may be delays in the benefits being 
realised by the services through any change programme. Delays from 
suppliers to provide total solutions has resulted in slower progress, this has 
had an impact on staff availability due to other priorities including GDPR and 
year end. 
 

6.4 Staff digital skills – where traditionally there has been no requirement for staff 
to have digital skills, introducing new solutions like online school payments 
has resulted in staff requiring to develop their skills. To help smooth the 
introduction of the system, equipment has been provided early to allow staff to 
familiarise with the equipment. 
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6.5 Project delivery timescales – It is clear there have been overruns in areas of 
the project and while some positive steps have been taken recently to address 
these issues the project will not be completed by the original target end date.  
The project work will be mainstreamed into the developmental work of the ICT 
service and the Project Manager post has been extended for a period of 6 
months to complete the project and achieve the original objectives set out. 

 
 
7. SUMMARY OF IMPLICATIONS 
 

(a) Corporate Plan and 10 Year Plan (Local Outcomes Improvement 
Plan (LOIP)): The council’s corporate plan 2023 identifies a key priority 
as “Work towards a financially stable council that provides valued 
services to our communities” and references the use of ICT and Digital 
to underpin this priority. 

 
(b) Policy and Legal: None. 

 
(c) Financial implications: The following table summarises the capital 

approved by Policy & Resources Committee on 14 April 2015 and 
expenditure to date. 

 

Capital 2015/16 
(‘000s) 

2016/17 
(‘000s) 

2017/18 
(‘000s) 

Budget* £50 £480 £352 

Actual £70 £178 £179 

Variance -£20 £302 £173 

 
*adjusted for carry forwards 
 
The original project budget was based on the understanding of the 
project requirements and indicative costs from suppliers at the time.  A 
review of our existing solutions and utilising national contracts has 
resulted in significant savings against the original budget.  £36K has 
been requested to be carried forward to 2018/19 to match commitments 
against orders placed with suppliers. 

 
(d) Risk Implications: A risk register is being maintained for the project with 

the major risks reported on a regular basis to the corporate Project 
Management Office and the Digital Services Working Group. A number 
of risks are reflected in the body of this report, for example local/national 
initiatives, resource availability and benefits realisation. 

 
(e) Staffing Implications: While the Project Manager role will continue for a 

period of 6 months to close the project, all other contracts for temporary 
staff employed within the project will be terminated. 

 
(f) Property: None. 
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(g) Equalities/Socio Economic Impact: No direct implications although 
increasing services available online and by telephone improves 
accessibility and choice for all. 
 

(h) Consultations: 
 

The Digital Services Working Group has been consulted in the 
development of this progress report. 

 
The contents of this report have been considered by the corporate and 
senior management team. 
 
 

8. CONCLUSION 
 

8.1  While the project has suffered several setbacks in the areas of supplier 
performance, resourcing availability and some technical challenges it is 
on the brink of delivering on a number of areas. 

 
8.2  The project work has been mainstreamed into the developmental 

workload of the ICT service but the project management of the final 
stages of the project will be critical to deliver the benefits of the work.  
 

8.3  Delays with the implementation of new solutions has resulted in the 
benefits of the new solutions not being identified.  The project manager 
will work with the service areas to identify the benefits arising from the 
solutions as they are implemented. 

 
 
 
 

  

 
 
 

 
 

 




