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1. Reason for the Report  
 

1.1 The purpose of this report is to seek approval to proceed to 
procurement for self service systems and solutions to meet the 
objectives of the Council’s Customer Access Strategy. 

 
2. Recommendations 
 

2.1 That the Cabinet approves the proposals for procurement routes and 
the way forward as detailed in the report. 

 
3. Executive Summary 
 

3.1 The Cabinet has considered the Customer Access Strategy as a 
previous agenda item. The Strategy sets out key actions which the 
Council must take in order to deliver the efficiencies identified in the 
Efficiency and Rationalisation Strategy, as well as making sure we 
develop fit for the future services and systems to meet changing 
customer demand. 

 
3.2 This report outlines the details and proposals for procurement for four 

key projects in the Customer Access Strategy. 
 
3.3 The procurement proposals for the four projects identified are as 

follows: 
 

3.3.1 To eliminate paper claim forms for Housing Benefit and Council 
Tax Reduction by April 2016. 
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3.3.2 To introduce Risk Based Verification (RBV) to online benefit 
claims by April 2016. 

 
3.3.3 To introduce three new websites to replace the current Hydrant 

sites by August 2016. 
 
3.3.4 To implement a ‘Citizens’ portal’ to allow customers to self serve 

by August 2016. 
 

3.4 To implement the actions highlighted at 3.3.1 and 3.3.2 above it is 
proposed to purchase the solution referred to at section 7 of the report, 
which has already been procured by the Derbyshire wide consortium, 
through the commissioning authority, Erewash Borough Council, via a 
Change Control Notice.  This would be subject to a detailed business 
case, negotiation with all of the relevant suppliers on price and 
assurance around which has ownership of system licences and future 
proofing of the system.   
 

3.5 To address actions 3.3.3 and 3.3.4 above it is proposed to procure a 
solution to both actions through a ‘digital’ procurement framework, 
identifying potential suppliers through pre-qualification to go forward to 
mini-competition or direct award as appropriate.   
 

3.6 Further Individual Executive reports will be presented by the Portfolio 
Holder, confirming the details of the outcomes of the procurement 
procedures outlined, following their conclusion. 

 
 
4. How this Report Links to Corporate Priorities  
 

The Council’s Corporate Plan identifies the Channel Access and Channel 
Shift Agenda as a core priority to: “Ensure our services are easily available to 
all our residents in the appropriate channels and provided ‘right first time’ ”. 

 
5. Options and Analysis 
 

The report details the options proposed to implement the actions outlined in 
the Council’s Customer Access Strategy. 
 

6. Implications 
 

6.1 Community Safety - (Crime and Disorder Act 1998) 
 
None. 
 

6.2 Workforce 
 
None directly associated with this report. There will a number of 
implications as the systems are implemented including contact 
centre staffing levels. 
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6.3 Equality and Diversity/Equality Impact Assessment 
 
This report has been prepared in accordance with the Council's 
Equality and Diversity policies. 
 

6.4 Financial Considerations 
 
As detailed within the report.  Detailed financial information will be 
included in the future Individual Executive reports at the conclusion 
of the procurement process. 
 

6.5 Legal 
 
As detailed in the report. 
 

16.6 Sustainability 
 
None. 
 

6.7 External Consultation 
 
The report outlines the proposed consultation arrangements 
including, in particular, with regard to development of the Council’s 
new website. 

6.8   Risk A Risk Assessment 
 
A full risk analysis of each resulting project and system will be 
carried out at a detailed business case stage. 
 
 

Mark Trillo 
Executive Director (People) 

 
 
 
Web Links and 
Background Papers 

Location Contact details 

Various background working papers Moorlands House  

 
7. Background & Introduction 
 

7.1 The Customer Access Strategy sets out the rationale, evidence and 
proposals for the development of self serve tools, with a vision “to 
reshape the way in which customers access services, driving customer 
traffic towards digital channels where this is preferred by, and 
acceptable to, our customers.”  
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7.2  The detailed analysis carried out to underpin the Customer Access 
Strategy confirms that Revenues and Benefits enquiries make up 
approximately 30% of the top 30 customer demands received by the 
Council. This predominately consists of changes to people’s 
circumstances, including moving house and finding work.  

 
7.3 Based on the existing top 30 transactions, current challenges and UK 

and neighbourhood statistics, the following actions are proposed as 
initial projects within the Customer Access Strategy: 

 
7.3.1 Eliminate paper claim forms for Housing Benefit and Council Tax 

Reduction by April 2016.  Introduce an e-claim form, to be 
hosted on external websites. Claimants who do not have internet 
access would have the option to apply over the telephone, at 
any Council building via self serve PCs, or via partner 
organisations such as the Citizens Advice Bureau. The Alliance 
would see an immediate reduction in outgoing benefits mail if 
this solution were to be implemented. 

 
7.3.2 Introduce Risk Based Verification (RBV) to online benefit claims 

by April 2016.  RBV assigns a risk rating to each Housing 
Benefit / Council Tax Reduction claim which determines the level 
of verification required. It allows more intense verification activity 
to be targeted at those claims which are deemed to be at highest 
risk of involving fraud and / or error. It is practised on aspects of 
claims in Jobcentre Plus and The Pension, Disability and Carers 
Service (PDCS). In April 2012 DWP extended RBV on a 
voluntary basis to all local authorities. 

 
7.3.3 Introduce three new websites to replace the current Hydrant 

sites by August 2016.  The design and navigational structure of 
the current sites do not support the Socitm (Society of 
Information Technology Managers UK) principles. Development 
costs are high, and the architecture of the site(s) is rigid and 
inflexible. Neither site is designed in a responsive way, making 
them difficult to view on mobiles. Being able to access our 
services on the move is essential for the future of the Alliance. 

 
7.3.4 Implement a ‘Citizens’ portal’ to allow customers to self serve by 

August 2016.  A self serve portal would allow customers to view 
account balances, a history of their transactions with the 
Council, report problems, and request services through one 
secure, authenticated channel. The portal would link to a full 
suite of new online forms, which would replace the current CRM 
and e-forms solution. 

 
7.4 Proposed Revenues and Benefits System Procurement. 
 

7.4.1 A Derbyshire wide consortium, led by Erewash Borough Council 
has achieved funding to develop a project to enable the 
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evaluation, purchase and implementation of intelligent software 
which would allow the utilisation of data, particularly credit 
reference data, to be used in real time initially to risk-assess 
applications for Council Tax Support and various Council Tax 
discounts and exemptions.  

 
7.4.2 This project can primarily be seen as a platform to increase 

income and reduce costs by developing an “intelligent” review 
process for existing Council Tax Support claims, Council Tax 
Single Person Discount and other discount and exemption cases 
whilst retaining the capacity to investigate fraudulent activity 
against the Council. 

 
7.4.3 The procurement process undertaken, led by Erewash Borough 

Council, has identified a successful supplier partnership and 
they are moving forward with a company to implement the 
solution, which will address a number of high volume process 
activities.  The successful implementation of this solution would 
address the actions outlined above at section 7.3.1 and 7.3.2 of 
the report. 

 
7.4.4  The Council has the opportunity to join this consortium at this 

point and have taken advice on the preferred procurement 
option to allow us to do so.  As Erewash Borough Council is the 
commissioning authority, they have the commercial relationship 
with the supplier and the increase in scope of works can be 
achieved via a Change Control Notice.  It is anticipated that the 
Council may take this route to procurement, subject to business 
case, negotiation with the suppliers on price and negotiation 
around ownership of product licences.   

 
7.4.5 A meeting has taken place with the consortium’s project 

managers, Q2, around the proposed work required to enable 
timely effective procurement and implementation for the Council 
to join the Derbyshire Fraud Initiative project and the Council 
now needs to commission them through a single source 
procurement to carry out the activities to confirm feasibility, 
including the following: 

 
• Business Requirements / Business Case  
• Update Specification 
• Negotiation with the supplier on costs 
• Implementation  
• Project Assurance 
 
Subject to approval of this report, a workshop will take place with 
Q2 early in January to initiate this work. 

 
7.5. Proposed Website and Customer Portal Procurement. 
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7.5.1 As indicated above, the Customer Access Strategy also includes 
the actions to introduce new websites to replace the current sites 
by August 2016 and implement a ‘Citizens’ portal (My Council 
type application)’ to allow customers to self serve by August 
2016. These are time critical actions which need to be 
progressed and are closely linked together as the current 
website contract is due to expire in August 2016 and the 
Council’s existing contact management system is no longer fit 
for purpose.  

 
7.5.2 It is proposed to develop separate specifications for the website 

and the customer portal which could be either combined or 
separated for procurement purposes and to procure through an 
established procurement framework. This approach which will 
allow the Council to carefully specify our requirements, identify 
potential suppliers who could pre-qualify for a ‘mini competition’, 
and may even allow a direct reward of the contract.  

 
7.5.3 Extensive research has been carried out to identify potential 

suppliers and systems and best practice has been explored 
together with learning visits to other local authorities. There are 
a small number of experienced suppliers of this type of facility to 
local authorities. 

 
7.6 Further Individual Executive reports will be presented by the Portfolio 

Holder, confirming the details of the outcomes of the procurement 
procedures outlined, following their conclusion. 

 
 
 


