London Borough of Lewisham
ICT Review
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Simon Berlin
Head of e-Government

|| The challenge

For the past four years, Lewisham'’s core ICT
function has been outsourced to external

suppliers and to ensure best value, the Council The Lewisham ICT function
wanted to review their current ICT function includes:
ahead of having to renew the core contracts
in the summer of 2006. The aim of the review Computer hardware and peripherals
was to understand the effect of ICT on the Networking and connectivity
Council’'s business operations as well as to Servers and software provision
ensure that they continued to gain value for Printers and print peripherals
money going forward as they supported the Scanners and document
4,000 staff across the borough. management equipment
Technical forms of communication
The review focused on four main areas: Switchboard service
Desk based telephone handsets
1. Equality Telephony switching and routing
Lewisham currently has a very good rating in infrastructure

the Local Authority Standards for their approach
to equality and it was essential that the review
considered the impact of ICT on the Council’'s
minority groups (e.g. older or disabled people).

2. Procurement

In 2001, Lewisham entered into strategic partnerships with external suppliers to provide some of
the core ICT functions. The Council wanted to evaluate the success of these contracts ahead of
their renewal in 2006 by looking at the original procurement process as well as the ongoing
management of these contracts to ensure that they were still receiving the best possible value.

Lewisham wanted some advice on how the ICT function could best be structured internally in
order to be more effective in the service provided. This would affect how the contracts for the re-

procurement of ICT would be shaped.

I
4. Customer services '
Lewisham wanted to understand the impact of ICT on a customer service; how it could ﬁprove

the delivery of those services to the public.

3. Organisational structures f&
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|| The solution

The first step was to gather information about Lewisham as a council and to understand how ICT
was used within the organisation. Four stakeholder groups were identified (Customers, Council
officers, Suppliers and Council Members) and detailed information was gathered from relevant
individuals in each stakeholder group through a series of interviews, workshops, focus groups and
the reviewing of financial, corporate and departmental documents. Each stakeholder group was
further broken down into the minority groups so that the impact of ICT on each group could be
looked at.

iIMPOWER then conducted a comprehensive and client tailored benchmarking exercise to compare
Lewisham’s ICT situation with other high performing councils. Comparisons of ICT contract costs,
service agreements, technology provision and organisational structure gave great insights into
Lewisham'’s strengths and weaknesses as well as where elements of best practice could be shared
between local authorities.

| ] Value to Lewisham

By understanding how ICT worked at Lewisham and similar councils, IMPOWER was able to
provide a clear set of recommendation in a number of areas:

Procurement Delivery of ICT

Three options were proposed iIMPOWER has provided clear
as potential solutions for the recommendations for the
re-procurement process with required internal resourcing

a more detailed plan on levels and structures that will

implementing a preferred be needed to support the
option. provision of ICT in the future.

Customer services Equality

iIMPOWER was able to provide
clear advice to improve the
provision of ICT services to all
stakeholders with particular
consideration given to minority
groups to ensure that service
levels to all groups were of the
same standard.

Core recommendations were
made around the use and
consolidation of existing
technology to facilitate the
better sharing of customer
information between the front
and back offices.

iIMPOWER has been contracted to support and advise Lewisham as they prepare to begin the
re-procurement process for private sector suppliers to support their ICT function.

ﬁ iIMPOWER seeks to be the advisor of choice to chief executives and leaders in local
ﬂ authorities and other public bodies as they change their direction and improve their

perforrﬂnce.
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