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Chichester Cathedral Bob Christie
Head of Information Systems and Technology
West Sussex County Council

D The Client

West Sussex County Council is one of the highest performing authorities, feted by the Audit
Commission as one of only 22 excellent councils in the country in the first Comprehensive Performance
Assessments.

The council has also been very successful in bidding for partnership funding from central government
and has set up a host of partnerships with the seven district and borough councils in the county.
Its senior management has developed one of the most productive two-tier joint working environments
in the UK.

iIMPOWER has been involved in a series of very successful projects across the county.

With experience in strategy development, programme management, requirements gathering

and data analysis, IMPOWER was ideally placed to support the West Sussex authorities with their
ambitious service-improvement plans.

A series of projects involved programme management, the development of Customer Relationship
Management (CRM) tools, and the support of improved information sharing for the West Sussex
Drug Action Team and its various partners.

iIMPOWER Senior Manager Edward Griffith says the ability to share information was key to the
success of all three projects. “West Sussex and its neighbouring authorities have developed
sophisticated partnership arrangements and wanted to make sure citizens could access relevant
and up-to-date information across the borough as and when it was needed. We helped the partnership
develop several systems which improved the access to services and information across the county.”
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D The Projects

Programme management: Contact Net Plus (CNET+) is one of the 25 pathfinder programmes
chosen by the Government to help accelerate the adoption of e-government by local authorities
across the UK.

iIMPOWER established and ran the CNET+ Pathfinder Programme Office, acting as a central point
of co-ordination across eight individual partnership projects.

With a successful bid for £1.4m in Pathfinder capital grants, the West Sussex CNET+ consortia
has been very successful in enabling the public to access and use council services electronically.

Customer Relationship Management (CRM): Supported by IMPOWER, the councils’ are currently
introducing Customer Relationship Management (CRM) to the area. CRM allows councils to manage
their contact with citizens and helps front-line staff resolve any issues at the first point of contact.
The CRM systems enable the councils to use the latest technology to link departments, gather
information and communicate it quickly and openly with their citizens.

iIMPOWER has supported West Sussex and the seven Districts through a range of CRM activities,
including examining the situation in each authority, identifying options for the development of new
operations and the delivery of a contact centre implementation plan, including the development of
a joined-up, two-tier CRM solution.

West Sussex Drug Action Exchange (DAeX): Boosting its attempts to work with children and young
people at risk of drug abuse and truancy problems, the West Sussex Drug Action Exchange (DAeX)
has used the latest internet technology to improve collaborative work across many agencies in
West Sussex.

The DAeX Partnership aims to allow earlier identification, assessment and intervention in the cases
of children and young people at risk from drug abuse.

According to IMPOWER Senior Manager Edward Griffith, all relevant parties are involved.

“Our work has brought together all the strands of drugs and truancy prevention activity within West
Sussex, and we have successfully engaged with the senior executives to obtain high-level sponsorship
for the project,” he explains.

The work is now ready to develop in line with the Government’s agenda to include setting up the
Identification, Referral and Tracking (IRT) systems.

iIMPOWER is an independent public sector consultancy.
We support senior management on the transformation of the public services they deliver
by providing advice on strategy, operations and technology.

www.impower.co.uk
40A Dover Street, London W1S 4NW | tel: 020 7255 7414 | fax: 020 7255 7420 | email: enquiries@impower.co.uk




