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Introduction District

The Council needs a Technology Strategy for a
number of reasons:

A It sets out the key objectives that the Council’s
use of technology will meet

A 1t outlines what the technology that the Council
will invest in looks like and how it will be chosen

A 1t describes the ways of working the Council’s
Technology Service team will adopt, and what
skills are needed to make it happen

A 1t defines the roles and responsibilities that
everyone working in the Council has with regard
to technology
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The strategic vision
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We want to stop “IT” being seen as a support
service, distinct from the rest of the Council, in
maintenance mode, keeping the lights on and
spending time maintaining out of date technology.

Instead, “Technology Services” is a proactive
department, embedded in the process of
redesigning Council services to meet customer
demands whilst saving and raising money.
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Objectives

7 To develop the Technology Services division to
become a key enabler of innovation and
excellence in service delivery at the Council

1 To articulate and promote the principles of good
technology

1 To govern the purchase and development of
technology

1 To grow the culture and operations of the
Technology Services division to meet the
technology needs of the Council

I To ensure that members and staff have access to
the right tools for them to be able to do their
work
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What good looks like District
ouncil
Six key principles that all technology spend must
account for:

Cloud native
Mobile ready
Interoperable
Flexible et
Enabling customers L ——
Proportionately secure
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. Horsham
1. Cloud native District

To ensure all the systems we use are
designed for the internet age.

The Council is actively exploring all areas of cloud
computing:

A Infrastructure as a Servicethrough the Census
cloud transition project

A Platform as a Service through our
investigations into adopting the Salesforce
platform for our applications and customer
engagement

A Software as a Servicethrough our tactical
purchases of systems such as financial
management
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Different types of cloud District
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Choosing the right path
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2. Mobile ready

To ensure all the systems we use can be
accessed anywhere, from any device.

Legacy software was built for desktop based computing
and thus doesn’t work well with the new style of devices
that have emerged in the last decade.

We want staff to be able to make use of easy to use
devices such as smartphones and tablets while working
away from the office.

Any software we purchase, renew or develop must be
enabled for mobile working out of the box, without the
requirement for middleware or extra investment in
specialist hardware.
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3. Interoperable g‘ District

Council

To ensure the data our systems use is easily
shared between people and applications.

Legacy software makes exchanging data between systems
difficult and expensive.

Cloud native systems and software offer freely accessible
and publicly document application programming interfaces
(APIs) and web services, which can be used to link systems
together very simply, often with very limited programming
required and use of ‘drag and drop’ style interfaces.

We will insist that all technology we invest in offers this
ability to share data across systems.
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4. Flexible

To ensure we make good use of shared
platforms and capabilities across our
services.

Many of the systems we use are made up of the same
common capabilities — booking , reporting, managing
cases, payments, assessments and so forth — however they
are trapped in service specific silos.

We wish to tackle this inflexibility by investing in flexible,
generic capabilities that give us the building blocks to
design our services, and the systems then run on, in the
way we want to, and not be beholden to system suppliers.
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5. Enabling customers District

Council

To ensure all the technology we deploy
helps our customers enjoy a consistent
journey across our services.

We want to put our customers at the centre of the way we
do things. This means two things:

1. Any system we purchase or develop must have online
self service as a foundational part of its design, to
ensure as many as possible choose to take this option

2. Service and system design should be based upon
evidence generated through user research and take a
customer-centric approach
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6. Proportionately secure
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to enable us to deliver our best work.
Information security is extremely important and we must

be vigilant in looking after the data we hold, particularly
that which belongs to our customers.

However, with our move to internet based technology, we
can follow best practice guidance from central government
to classify our information assets to enable us to work
flexibly when it is appropriate to do so.

We want to encourage colleagues to think for themselves
around information security, rather than relying on one
size fits all policies that often are not adhered to.
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Doing the right things g‘ Distict

Council

We will put in place a process to manage the purchasing of
technology, to ensure that our principles are met whilst

4
the needs of the organisation are delivered. ="

This will happen through the establishment of two groups.

<D .
The Technology Strategy Growgll meet monthly to make @

strategic decisions on technology purchases and future
direction.

The Technology Operations Growgll meet weekly to
approve lower level requirements and to manage
operational workloads.
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Culture and operations District

Council

The Technology Services department will
operate on agile and user-centred
principles.

We will also adopt the Local Government
Digital Service Standard as a means of
measuring our success in delivering high
qguality digital products and services.
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We will work closely with service areas to
determine exactly what outcomes they wish
to achieve, and then break down those
outcomes into easily achievable chunks of
work (sprints) each of which deliver small
pieces of working functionality that can be
delivered, tested and improved upon
quickly.

This de-risks technology projects by
reducing the amount of time between a
project starting and its delivery.
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Horsham
User centred District
Council

User centred design will ensure we deliver
products and services that end users —
external customers and internal colleagues
— actually prefer to use.

We will base decisions based on evidence —
qgualitative from user testing and
guantitative through study of online
analytics.

Every feature request must answer the
qguestion “What is the user need?” to
ensure focus.
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The Service Standard District |

Council

The Local Government Digital Service
Standard has been agreed by a group of
local authorities to set out what a good local
government online service looks like.

At HDC, we must ensure that our services
and systems meet this standard, to deliver
quality and to benchmark ourselves against
the best of the sector.
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LGDSS

A Understand user needs. Research to develop
deep knowledge of who the service users are and
what that means for the design of the service.

A Ensure a suitably skilled, sustainable
multidisciplinary team, led by a senior service
manager with decision making responsibility, can
design, build and improve the service.

A Create a service using the agile, iterative and
user-centred methods set out in the Government
Service Design Manual.

A Build a service that can be iterated and improved
in response to user need and make sure you have
;cjhe capacity, resources and technical flexibility to

0 sO.

A Evaluate what tools and systems will be used to
build, host, operate and measure the service, and
how to procure them, looking to reuse existing
technologies where possible.

A Evaluate what user data and information the
digital service will be providing or storing and
address the security level, legal responsibilities,
privacy issues and risks associated with the
service.

Use open standards

Be able to test the end-to-end service in an
environment similar to that of the live version

Make a plan for the event of the digital service
being taken temporarily offline, and regularly test.

Make sure that the service is simple enough that
users succeed first time unaided

Build a service consistent with the user
experience of government digital services

Encourage maximum usage of the digital service
(with assisted digital support if required).

Identify performance indicators for the service,
incorporating existing indicators and publishing to
a performance platform, if appropriate.

Put a process in place for ongoing usability testing
to continuously seek feedback from users, Test
the service from beginning to end with
appropriate council member or senior manager
responsible for it.
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Enabling our people District

Council

We need to ensure that everyone working

at HDC has the equipment, the software, ol NaN.-No
the skills and the confidence to do great (H) ¥ w ¥

work, including: I U | |
A Giving colleagues the right devices to do ¥ M & ¥ M

their work where they need to

A Developing digital skills for everyone

A Training people to manage their
information securely

A Encouraging colleagues to experiment
with open internet tools
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Delivering the strategy

A Future Horsham projects
A Comms and transactions
A Tech to support news ways of
working
A Desktop upgrade
A Infrastructure strategy (Census cloud)
A Supporting other FH projects
A Reviewing core systems
A Corporate Web Strategy (with Comms)
A Other ad-hoc requests from services
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