
BRECKLAND DISTRICT COUNCIL 
 
Report of: Cllr Michael Wassell, Leader and Portfolio Holder for ICT and Customer 
 
To: General Purposes Committee 
 
Author: Rob Leigh, Head of Information and Customer Access 
 
Subject: Information & Customer Access - Resources 
 
Purpose: Define the resource requirements for managing the IT, customer services 

and communication teams and driving the digitalisation agenda.  
 

Recommendation(s):  

1) Recruit to a new post of Customer Access and Digitalisation Manager. (Indicative 
grade 6 subject to job evaluation) 

2) Invest in resources to increase IT management and architecture capacity to the 
equivalent of two grade 7 and .4FTE at grade 4 

 

1.0 BACKGROUND 
 
1.1 This paper details the additional resources and changes required to improve the 

councils IT, Customer Service and Communications functions in order to meet the 
changing demands and priorities of the council and drive the digitalisation agenda. 

 
1.2 There are number of factors which have influenced the need for changes. The 

primary need is for the council to react to the increasing public expectation for 
council services to be available in digital formats 24 hours a day, 7 days a week.  

 
1.3 Breckland Council has adopted a new corporate strategy which contains a core aim 

of “providing the right services, at the right time and in the right way” The strategy 
also details our ambitions for digital services with three core strands of activity: 

 

• Update our website designed around the needs of today’s customers and 
accessible to everyone, with online content that is easy to find and useful 

• Increasing the range of council services available online and accessible 24 
hours a day, 7 days a week 

• Making greater use of social media such as Twitter and Facebook to provide up 
to date information and news about the full range of council activity. 

 
1.4 The three services within the Information and Customer Access Team have very 

specific roles to contribute: 
 
1.5 The customer service team are integral to the successful transformation of service 

contact and customer journeys. There is considerable expertise and experience as 
well as historic data held by the team which identifies customer habits and trends. 
They know, better than most where digitalisation has the potential to reduce 
avoidable contact and offer greater convenience to residents and better value for 
the council. Digitalisation has the potential to fundamentally change the way that our 
residents engage and transact with the council and whilst this requires some new 
skills, there are many other areas where existing customer expertise will prove 
extremely valuable. 



 
1.6 For these reasons it is proposed that the Customer Service team are the primary 

leaders of this transformation with responsibility for managing the specific projects, 
drawing together the internal and external expertise required and working with 
services throughout the discovery, development, testing, implementation and 
evaluation phases. 

 
1.7 Customer Services, IT and Communications which make up the Information and 

Customer Access team will work on all projects in consultation with the corporate 
improvement / business transformation team, the specific service involved and other 
internal and external partners as required. 

 
1.8 The IT service has a requirement for additional staffing not only to support 

digitalisation but in view of the changing needs of the organisation. Currently 
Breckland Council has no permanent IT staff.  

 
1.9 Breckland currently has an agreement with Norfolk County Council (NCC) for the 

provision of IT services. This agreement has delivered impressive savings by 
stripping out internal resource. It does not provide for the development of additional 
or different IT infrastructure and we currently do not pay for one. The future strategic 
service provision and the opportunities for improving services are left to the 
customer to determine, design and implement. NCC do not provide a strategy 
planning service and have no provision for external technical architecture however 
they can provide technical advice on options. 

 
1.10 Having no ‘design authority’ (a term used in IT to deliver system lifecycle planning) 

means that there is a lack of ‘looking to the future’ in service provision.  
 
1.11 In order to complete tasks such as the Officer and Member equipment refresh, 

software updates, improved disaster recovery and many individual projects linked to 
PSN compliance, the council has increased resource through the appointment of 
interim consultants. One at Management level and another at architecture level. 
Whilst this is proving effective to clear a number of urgent projects it is not 
sustainable as a longer term solution. 

 
1.12 Although not requiring a decision from this committee it is relevant as background 

information that a change is being made to the management of the communications 
functions at Breckland and South Holland Councils. Previously both 
communications teams have been managed by a Shared Team Leader on a 
40/60% split. This is currently resourced through an interim consultant. This no 
longer suits the strategic and operational requirements of either councils and 
through agreement with the relevant portfolio holders, Leaders and subject to 
approval by CMT on 2nd March the duties will be separated into two ‘place based’ 
posts at each council. This is being achieved through existing budgets and the 
recruitment process is about to start. The current interim arrangement will be 
extended so coincide with the anticipated likely start date of the successful 
candidates. 

 
1.13 A Shared Head of Information and Customer Access is in post and this reflects an 

opportunity to move to a model of strategic management in service groupings rather 
than individual services. This requires operational service managers in the three 



service areas. This will be achieved within Communications with the measures 
described above. We now need to increase resource within Customer Access and 
Information to complete the structure. 

 
1.14 The two graphics below illustrate the current situation (fig1) and the proposed 

structure (fig2) 

 

 
Fig 1. Current Structure 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
Fig 2 Proposed Structure 
 
 
 

 
 
 
1.15 The proposed structure illustrates three gaps: 
 

• Customer Access / Digitalisation Leader 

• IT Manager 

• Operational IT capacity 
 
 
 
2. OPTIONS 
 
 
2.1 Option 1 – To fill the resource gaps illustrated above in the following way: 
 
2.2 Recruit to a new post of Customer Access and Digitalisation Manager. (Indicative 

grade 6 subject to job evaluation) This post will have responsibility for overseeing the 
traditional customer services activities of the council and will also provide the 
leadership and customer insight to transform the back end service processes, linking 
these with improvements to the customer facing front end. 

 
2.3 The postholder will also be expected to work with the corporate improvement team, 

individual services and external providers to develop online solutions that are fully 
integrated within the service as well as existing customer channels to provide 



seamless, convenient and efficient customer journeys. 
 
2.4 Increase resource to the IT department.  
 
2.5 There are several elements of expertise gaps that we need to plug involving different 

IT and management disciplines. It is clear that Breckland Council requires IT 
architecture expertise in order to plan and implement service changes and 
improvements (some of which are within the councils control, some which are not -  
such as software upgrades) 

 
2.6 It is currently estimated that we require 2 architecture posts at grade 7 for technical 

architecture and project planning.  It is also forecasted that we require a 
management capacity requirement of around .4 FTE at grade 4 to provide strategic 
direction, management of technical compliance and contract management. To recruit 
at this level will prove difficult for a part time post. It is therefore proposed that we 
budget for the forecast resource requirement whilst recruiting for the two architecture 
posts during which time we also explore recruitment options around the management 
post.  

 
2.7 Investing in these resources now, not only allows us to maintain momentum, stabilise 

the service, and forge ahead with the digitalisation agenda.  
 
2.8 In order to fulfil these requirements a budget of £310,000 is required over two years 

from April 2015. On 26 February Council approved a budget of £563k (2015/16) and 
£262k (2016/17) to fund transformation work. Funding for the Digitalisation project 
will be drawn from this budget.  

 
2.9 The council has recently been successful in securing a grant of £25,000 from the 

LGA Digital Experts funding programme to deliver a shared online ‘book and pay’ 
system and ‘supported digital’ to help residents try our online services. Whilst this 
funding does not directly support these posts it is nonetheless paying for some 
essential projects that we would otherwise have funded through the transformation 
budget. 

 
2.10 All posts will be recruited on a two year fixed term to allow flexibility. It would not be 

wise to offer a shorter contract as this will limit our scope of quality candidates and 
make recruitment more difficult. 

 
2.11 It is anticipated that the posts of Customer Access and Digitalisation Manager and IT 

Manager will be of value to South Holland Council and indeed other organisations so 
opportunities to share and trade this experience and expertise will be explored. 

 
2.12 Option 2 – 
 
2.13 Do nothing. Continue to digitalise services within current resources and disinvest in 

IT planning and future infrastructure. 
 
 
 

3.0 - REASONS FOR RECOMMENDATION  (Option1) 
 



3.1 Digitalisation is a key priority for the both councils and currently our processes and 
websites do not deliver the type of modern ways to communicate with the council 
that our residents increasingly expect. There is a need to coordinate these 
improvements as each service is currently taking a different approach leading to an 
inconsistent customer experience and varying degrees of success.  

 
3.2 Additional resources will enable officers to deliver and improve service provision. If 

the transformation of services is to be successful, it needs to be approached from a 
customer point of view. We need to maintain and improve our current service levels 
in the contact centre so we cannot afford to divert focus to the improvement of 
services without supplying additional resource.  

 
3.3 In order for our digitalisation ambitions to be realised we need robust, reliable, 

modern, agile IT. We therefore have to add extra capacity in order that we do not 
detract resource from ongoing IT operations. 

 
3.4 Option 1 provides the appropriate level of resource to address the issues identified 

in the ‘background’ section of this report. 
 
 
4.0      EXPECTED BENEFITS 
 

• Better online services resulting in increased customer satisfaction, reduced call 
waiting times and abandoned calls, face to face visits and avoidable contact. 

• Savings through cheaper means of processing payments (from cheque to online 
card payments. 

• Improvement in IT service delivery – both operational performance and delivery 
of projects. 

• Improvement in internal customer satisfaction with IT performance 

• Improvement in strategy and planning performance against yearly and monthly 
targets. 

• Flexibility to react to changing IT demands and less reliance on third party 
suppliers. 

 
 
 



5.0 IMPLICATIONS 
 
5.1 Carbon Footprint / Environmental Issues 

 
 
5.1.1 In the opinion of the Author, there are no environmental issues 
 
5.2 Constitution & Legal 
 
5.2.1 It is the opinion of the Report Author that there are no implications.  
 
 
5.3 Contracts 
 
5.3.1  It is the opinion of the Report Author that there are no adverse implications. If any current 

contracts for interim staff need to be terminated prior to specified contract dates this will be 
done within the required notice periods. The recommended option allows for continuation of 
the contract with NCC within current terms.  

 
 
5.4 Corporate Priorities 
 
5.4.1 The above action supports the delivery of all corporate priorities, in particular the core aim 

of “providing the right services, at the right time and in the right way” It also supports the 
key digitalization priorities at both councils which are: 

 
• Update our website around the needs of today’s customers and accessible to everyone, 

with online content that is easy to find and useful 
• Increasing the range of council services available online and accessible 24 hours a day, 

7 days a week 
• Making greater use of social media such as Twitter and Facebook to provide up to date 

information and news about the full range of council activity. 
 
5.5 Crime and Disorder  
 
5.5.1 It is the opinion of the Report Author that there are no implications 
 
 
5.6 Equality and Diversity / Human Rights 
 
5.6.1  It is the opinion of the Report Author that there are no implications.   

 
 
5.7 Financial  
 

5.7.1   Budget totalling £925k over the next three years has been approved by Council to 
deliver a transformation programme over the medium term. This proposal to provide 
the additional resources to deliver a key element of this programme will use £310k 
over the next two years, leaving a balance of £615k to fund the remainder of the 
programme.   

 
 
5.8 Health & Wellbeing 
 
5.8.1  It is the opinion of the Report Author that there are no implications. 
 



 
5.9 Risk Management  
 
5.9.1 The risk of doing nothing is that the council will not have the resources in place to create 

more accessible services in line with corporate priorities. This may affect customer 
satisfaction with services and council reputation. 

 
 
5.10 Staffing 
 
5.10.1 The implications of this proposal are that there will be an additional posts within the 

organisation. There are no other staffing issues. 
 
  
5.11 Stakeholders / Consultation / Timescales 
 
5.11.1 It is the opinion of the Report Author that there are no implications. 
 
 
6.0 WARDS/COMMUNITIES AFFECTED 
 
6.1 None 

 
7.0 ACRONYMS  
 
7.1 NCC – Norfolk County Council 
7.2 IT – Information Technology 
7.3 FTE – Full Time Equivalent 
 

 
 

Background papers:- See The Committee Report Guide 
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