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	Newham Delivers Better Citizen-Centric Services With Connected Government Framework

	
	
	
	



	Overview

Country or Region: United Kingdom
Industry: Public Sector
Customer Profile

The London Borough of Newham, with a reputation for excellent services, is situated in a thriving inner-city area that is central to London’s plans to host the 2012 Olympic Games.
Business Situation

Newham Council wanted to deliver better and more cost efficient citizen-centric services using robust, innovative information and communications technology (ICT). 
Solution

Microsoft® Gold Certified Partners HP and VisionWare provided innovative applications to help Newham maximise the value of the Microsoft Connected Government Framework (CGF).
Benefits

· Officers focus on people not paperwork.

· Single ICT infrastructure.

· Supports government transformation programme.

· Enhanced Interaction with residents.

· Accurate data about people and properties.

· Improved decision-support systems for officers.
	
	
	“All of a sudden, Newham Council officers have a connected environment with shared data. We could not have achieved this without using Microsoft tools and technologies.”
Peter Clark, Partner and Alliances Manager, VisionWare


	
	
	
	The London Borough of Newham is one of the U.K.’s top performing local authorities. It delivers highly accessible, citizen-centric services using information and communications technology (ICT). Newham realised that the deployment of a robust, innovative infrastructure would be key to meeting the U.K. Government’s transformation agenda for regional and local government. To help the authority achieve this, Microsoft® Gold Certified Partners HP and VisionWare provided innovative applications that maximise the value of the Microsoft Connected Government Framework (CGF). This is a secure, scalable environment that helps government and education organisations cost-effectively design, deploy, and manage e-government interoperability solutions. Using the technology, Newham is conducting internal and external transformation and offering a range of new e-government services.
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Situation
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The London Borough of Newham is situated in a thriving inner-city area that is central to London’s plans to host the 2012 Olympic Games. Newham also boasts the youngest and most diverse population in the U.K., with 40 per cent of its 254,000 residents under 25 years old. 

In common with many regional and local authorities in the U.K., Newham Council is seeking to deliver high-quality, cost efficient, citizen-centric services to the community. Under the leadership of its Executive Mayor, Sir Robin Wales, the council has established a nationwide reputation for good corporate governance and excellence in service delivery. 

To fulfil its ambitions, Newham decided to standardise its information and communications technology (ICT) environment on a new infrastructure. Until recently, the council’s drive to modernise its services was hindered by systems that had evolved piecemeal over a number of years.

Geoff Connell, Head of ICT, Newham Council, says: “We used a variety of hardware of different ages, running different operating systems and software applications. Because of our need to introduce more transactional services online, we needed to make major changes. We also needed to respond to the publication, in November 2005, of the Government’s Cabinet Office paper, Transformational Government: enabled by technology.”

Newham Council wanted to encourage its officers to adopt new ways of working, including better collaboration with statutory partners. Connell says: “Although almost everybody who needed a PC had one already, we wanted the freedom to shrink or grow the infrastructure in response to changing demands, and to install the right technology to support new ways of working.”

Newham Council considered using Open Source technology in the early stages of its evaluation. In the final analysis, Microsoft® solutions proved more cost effective. Newham decided to seek partners from the Microsoft partner ecosystem to help it maximise the benefits of the Microsoft Connected Government Framework (CGF). This is designed to help government and education organisations cost effectively design, deploy, and manage e-government interoperability solutions.
Solution

With the ability to integrate with a range of legacy systems and applications based on industry standards, the CGF is helping Newham Council maximise the value of its existing investments in ICT. Based on a suite of products and solutions, in Newham’s case from Microsoft Gold Certified Partners HP and VisionWare, the CGF is a secure and scalable environment. 

Connell is directing the implementation of all layers of the CGF strategy. The project scope includes both internal and external process transformation through Newham’s innovative e-government services for citizens and businesses.

Critically, Microsoft partners are providing applications that add business value on top of the infrastructure, including a portal and an authentication solution. MultiVue, an integrated solution for public sector customers from VisionWare, ensures the delivery of accurate data that helps Newham staff address citizen needs effectively.

Some of the key components of the new infrastructure are already complete. These include:

· A network–dark fibre ring connects all principal Newham Council buildings so that network bandwidth will soon cease to be an issue.

· Processing and storage hardware, including a scalable HP storage area network (SAN) and the HP BladeSystem server architecture for all systems except for line-of-business applications. 
· Clustered databases, which can be distributed across partner sites for added resilience. 

· A new customer relationship management (CRM) solution, which supports effective citizen transactions across a range of channels. These include face-to-face meetings available at eight geographically distributed local service centres, telephone calls, received at a 100-seat corporate contact centre facility, and self-service online, accessible through libraries and eight street-based kiosks.
· Corporate master data sets, stored in a MultiVue-powered customer database. This connects the CRM system and some of the major line-of-business applications using the integration capabilities of Microsoft BizTalk® Server 2004. An accurate, up-to-date local land and property gazetteer is joined up with CRM, the Newham Web site, and several critical line-of-business systems.

· A business intelligence and performance management system based on data warehousing and performance management and decision support systems. This has been in place at Newham since the late 1990s.

Other key components under development include:

· Network–ubiquitous, borough-wide wireless fidelity (WiFi) broadband wireless Internet access built on the dark fibre ring. Plans exist to extend the dark fibre network into buildings used by the Newham Primary Care Trust and to extend it to neighbouring boroughs.

· Processing and storage hardware—file and print server consolidation is underway to improve resilience and reduce costs. The council is investigating the possibility of service delivery to statutory partners using the new, state-of-the-art infrastructure.

· Customer interaction—a new Web site has just gone live to improve the online experience. This is built on Microsoft Content Management Server 2002. Additional useable online transactions will be added. These will route from the Web site through the CRM system into line-of-business systems using BizTalk Server 2004 for integration and orchestration. A new contact centre telephony solution is also being procured to ensure further integration with CRM and the Web site. 

· Corporate master data sets—integration of all the remaining line-of-business systems with the master data-sets. Newham aims to maximise data quality while registering changes to customer circumstances with no duplicated data entry. Data is authenticated and replicated across all council systems in accordance with data protection and audit legislation.  

Finally, the council wants to provide information to customers online (subject to appropriate authentication). Its new systems include a role-based directory based on Active Directory® directory service. This associates all staff with a role, which in turn has a variety of associated resources and permissions. 

Business intelligence and performance management tools, digital dashboards, and other performance management technologies will make a range of key information available to managers and staff. This will help to assess the performance of individuals, teams, and services more effectively. 
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Push e-mail messaging and other mobile applications are examples of solutions supported by the underlying CGF infrastructure. 
Benefits

The Microsoft ecosystem of partners is helping Newham Council deliver citizen-centric services and improve access to them. It is also adding key business value on top of the new ICT infrastructure.

Single ICT Infrastructure Supports Transformation Programme

The end-to-end Microsoft transactional environment is giving Newham Council officers, who are responsible for more than 600 separate services, the opportunity to focus on people instead of paperwork.

Newham Council is successfully responding to the Government’s Cabinet Office paper, Transformational Government: enabled by technology. Connell says: “We now have a standardised Microsoft infrastructure for delivering people-centric services that can be cost-effectively maintained. In addition, current and future costs can be accurately quantified. 

“The project scope includes both internal as well as external process transformation. In particular, key internal changes are being made under the Newham Council’s Excellence Online initiative for employees.”

Enhanced Interaction with Residents

Newham Council’s first CRM system was implemented in 1998 to support citizen transactions across a range of channels. A new Web site, built on Content Management Server 2002, has recently gone live. This incorporates CMS.RAPID, a solution accelerator for the server solution built by Artemis, a Microsoft Gold Certified Partner.

The solution is also using Achieve e-Forms. Connell says: “Not only can secure e-forms offer cost savings. They can also improve efficiency, help meet audit requirements, and increase service levels to constituents and customers.”
Joined-up Data on People and Properties

The MultiVue-powered virtual master customer database uses BizTalk Server 2004 to join up the CRM system with some of Newham’s major line-of-business applications. Council officers can now access data relating to people, which is linked to a highly accurate and up-to-date local land and property gazetteer (LLPG).

Peter Clark, Partner and Alliances Manager, VisionWare, says: “MultiVue ensures we deliver trusted data to support the processes used by public sector workers when interacting with citizens. All of a sudden, Newham Council officers have a connected environment with shared data. We could not have achieved this without Microsoft tools and technologies.”

Improved Decision Support Systems for Council Officers

Local authorities such as Newham Council are under pressure from the Department for Communities and Local Government (DCLO) and the Audit Commission to meet a range of performance measures. One of its principal targets is to resolve 80 per cent of citizen requests for service during the first contact between the resident and the council.

Connell says: “We’re on target to achieve this key performance indicator. The new infrastructure is also leading to efficiency gains in several other areas. Staff can now move freely between offices without encountering unfamiliar systems and applications. Also, because the network is more reliable and offers consistently fast responses, information is always readily accessible.”

Bruce McNicol, Public Sector Industry Consultant, HP, says: “HP hardware provides the critical support for more flexible working practices at Newham Council and the delivery of new round-the-clock services through a range of channels.”

Microsoft Server Product Portfolio
For more information about the Microsoft server product portfolio, go to:

www.microsoft.com/servers/default.mspx 
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For More Information


For more information about Microsoft products and services, call the Microsoft Sales Information Center at (800) 426-9400. In Canada, call the Microsoft Canada Information Centre at (877) 568-2495. Customers who are deaf or hard-of-hearing can reach Microsoft text telephone (TTY/TDD) services at (800) 892-5234 in the United States or (905) 568-9641 in Canada. Outside the 50 United States and Canada, please contact your local Microsoft subsidiary. To access information using the World Wide Web, go to: � HYPERLINK "http://www.microsoft.com" ��www.microsoft.com�





For more information about HP products and services, visit the Web site at: 


� HYPERLINK "http://www.hp.com" ��www.hp.com� 





For more information about VisionWare products and services, visit the Web site at: 


� HYPERLINK "http://www.visionwareplc.com" ��www.visionwareplc.com�





For more information about London Borough of Newham products and services, visit the Web site at: � HYPERLINK "http://www.newham.gov.uk" ��www.newham.gov.uk�











“Not only can secure e-forms offer cost savings. They can also improve efficiency, help meet audit requirements, and increase service levels to constituents and customers.”


Geoff Connell, Head of ICT, Newham Council �
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“We now have a standardised Microsoft infrastructure for delivering people-centric services that can be cost-effectively maintained. In addition, current and future costs can be accurately quantified.” 


Geoff Connell, Head of ICT, Newham Council �
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