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Chris Fisher
e-Pay Programme Sponsor
Bristol City Council

[ | Theclient

It is estimated that local authorities across the country accept over 256 types of payment transactions
over the course of a year with a value of £46 billion. Local authorities are under increasing pressure
from both citizens and central government to provide a variety of channels (such as web, kiosk,
and phone) through which citizens can pay for services electronically.

The e-Pay National Project is part of the ODPM's £100m National Projects Programme, which
forms part of the wider agenda of e-enabling all local authority services by 2005.

The project was led by Bristol City Council, partnered with the London Borough of Hammersmith
and Fulham, Bath and North East Somerset and North Somerset Council. iIMPOWER has had
significant involvement in the project, not only as programme managers, but also in helping to
deliver two of the five workstreams and managing the dissemination activities for the project.

D The project

The e-Pay National Project aims to help local authorities Meeting government targets
choose and implement appropriate e-payment solutions

in order to make it easier for citizens and businesses to Implementing e-payments can help
pay for services, such as council tax, planning local authorities meet the following

applications, leisure facilities, parking or fines. eSS s

Priority Services Outcomes

Programme management and dissemination IEG 4

As programme manager of the e-Pay National Project, Improved CPA score
IMPOWER was responsible for co-ordinating activities Delivering against the Gershon
between five different workstreams to ensure that the Efficiency Review

project was delivered on time, to budget and to the
specified quality.
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‘IMPOWER performed a very important role on the e-Pay project, without their co-ordination and

guidance the project would not have been so successful”
Chris Fisher, e-Pay Programme Sponsor, Bristol City Council

IMPOWER managed the dissemination activities of the project and co-ordinated the e-Pay launch
event, “e-Pay for Efficiency”. This event was attended by 102 local authority employees from
across the country as well as 16 suppliers of e-payment solutions. Phil Hope MP, the Minister
for Local e-Government, discussed during his speech the importance of the national projects and
detailed the extensive benefits that local authorities can realise from implementing e-payment
solutions.

Developing the e-Pay toolkit

The e-Pay project has delivered a toolkit which offers useful guidance and tools for councils at
any stage of e-payment implementation. IMPOWER supported the design and development of the
e-Pay toolkit, as well as the design of several of the

toolkit products.

The toolkit includes:

0  Atool for local authorities to assess which Benefits to local
services are suited for using the internet as authorities as a result of
an e-payment channel e-payments:

0  Guidance on how to develop e-payments
solutions that citizens trust Improved internal

0  Case studies detailing the experiences of other effectiveness
local authorities who have implemented e- Financial savings (e.g. lower
payment solutions transaction charges)

0  An online benefits calculator which enables Increased take-up of e-
local authorities to work out their potential services by citizens

savings as a result of implementing e-payments Fit with strategic objectives
solutions
o0 Adirectory of all e-payment solution providers

The toolkit is available on the e-Pay website at www.e-payments.org.uk .

Useful guidance on building citizen trust and confidence

Bristol CC engaged iIMPOWER to deliver a major part of the citizen trust and confidence workstream.
This piece of work helped clients to look at the range of services that they deliver and to understand
what the most appropriate electronic channel would be for each of the services. It also looked
at various design hints and suggestions for things that would foster citizen confidence e.g.
confirmation of receipt of payment.

B_e_nefits to The first phase of e-Pay was completed in November 2004. The e-
citizens: Pay continuity phase ended in March 2005. The purpose of this

phase was to ensure that all of the products from the first phase were
Incrgas_e_d complete, up-to-date and could be sustained going forward. iIMPOWER
availability and continued to programme manage this phase and also contributed to
accessibility of a number of experience sharing events run throughout the country.

services

LEEERREIEIVAGE Al of the products and more information about the e-Pay National
service Project can be found at the e-Pay Toolkit (www.e-payments.org.uk).

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

perfor%nce.
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