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1.0 Purpose 
The purpose of this document is to present the achievements of Connected Knowledge over the 

previous phases which includes a look back at the work completed to date, the projects current in 

flight in Phase 2 and the benefits achieved so far. The full Connected Knowledge Technology Strategy 

2017-2022 was agreed at the Feb 2017 Council meeting, Phase 1 funding was agreed in May 2017 

and Phase 2 funding was agreed in January 2018.   

2.0 Executive  Summary 
The programme (and strategy) has built on initial set of projects, so far delivering 46 projects, with 

27 in flight and a further set in the planning stages. 

The programme has delivered the first council Alexa skill, and then improved it by adding ‘Find Your 

Bin Day’ in line with customer demand. It has delivered the first true Artificial Intelligence in our 

customer services area and continues to expand this capability to include more breadth of queries 

and automation. There are currently 59,881 active My Accounts, and the team can now handle 1900 

webchats a month.  

The programme board and steering group has provided governance to control the call off of funds 

for each project once a business case, including benefits realisation has been put in place. In 

addition, there has been a strong focus on closing down projects and moving to Business as Usual. 

Some elements of the programme have been delayed due to resourcing issues, but funding for these 

elements has been ring fenced to ensure they can still be delivered.  

The Connected Knowledge programme has continued to deliver in line with these key areas 

• Innovation - the introduction of innovative new solutions such as voice recognition and 

artificial intelligence for call handling and decision making  

• Transformation - the rollout of internal process automation and customer self service 

• Legacy reduction - the removal of legacy technology and introduction of more flexible 

systems that will further support integration of data to enable customer needs to be 

anticipated. 

The programme has delivered 

• the first council to have an Alexa skill 

• use of Artificial intelligence in customer services 

• a new corporate network with improved resilience  

• a new public wifi network with increased capacity for staff usage 

• new licensing and environmental health system on an integrated platform 

• new building control system on an integrated platform 

• new planning and land charges system on an integrated platform (still in flight) 

• more resilient Revenues and Benefits system 

The advances we have made have created a strong foundation for the next five years, enabling us to 

think bigger and more creatively about the challenges and opportunities and how we are best 

positioned to benefit from them. 



Connected Knowledge 2018 

 

3.0 Connected Knowledge (CK) Programme 
The programme consists of a number of projects which build on previous deliveries to enable AVDCs 

future vision of improved access to services, and increased levels of customer self service, through 

the use of better technology.   

The programme will enhance customer experience and deliver solutions which underpin a flexible, 

modern working environment.  It will streamline IT within the council, resulting in a reduction in the 

number of applications and associated licencing  and support costs.  

It will also deliver the technology service which delivers significant savings and is required to support 

the councils future commercial ambitions. 

It will enable AVDC to move away from reliance on proprietary IT services such as Microsoft’s 

Windows system and to a service which enables staff and Customers to access services using any 

device using a web browser.  

 

The council has been on a cultural transformation journey and has implemented a new customer 

facing organisation structure based on a set of commercially minded behaviours. 

 

3.1 Connected Knowledge Programme Team 
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A programme of this size, scale and complexity requires dedicated people to ensure focus on 

delivery is maintained throughout the lifecycle and ensuring successful programme delivery.  

Programme Manager (1) – To manage, and control, the overall programme and the outcome it 

delivers. 

Project Managers (4)– To deliver individual projects, outputs, within the programme. It is envisaged 

that one of these will be a senior project manager. N.B We have 2 vacant posts that we are currently 

recruiting 

Business Analysts (3) – To complete detailed analysis into current process(es), costs, technology 

solutions and resources. To assist in project delivery.  

Data Scientist (1) – To complete detailed analysis into the data AVDC currently has, to match to 

external data sources, to identify potential improvements or opportunities. To assist in project 

delivery. 

Project Support Officer (1) - To prepare steering groups and boards, capture decisions and actions 

from meetings, organise and manage the CK Champions and support Project Managers and Business 

Analysts day to day in the project delivery. 

AVDC staff  (if/where available) will be used to fill programme roles and will be supplemented by 

external resource where a) there is insufficient internal resource, b) there is a requirement for a 

specific skillset which is not available internally within AVDC. Project support resource will need to 

be provided. 

Additional [non dedicated] resource will also be required from other internal teams such as 

Communications and Marketing, Project office support,  Sales, Finance, Legal. 

Member involvement will be essential to assist with the direction and benefits realisation of the 

programme. 

 

3.2 Programme Governance 
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The steering group meets on a fortnightly basis and tracks the progress of the programme. It has 

cross council representation and is used to check progress and decide on direction. 

The programme board has meets on a monthly basis. The board is made up of the directors and 

assistant directors and other key members of staff. The board has authorised formal business cases 

and spending, standardised processes across the council and closed down projects. New templates 

have been introduced to improve the quality of benefits realisation going forward. 
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The  programme governance has been set up as part of Phase 1 and currently takes the following 

form. It is envisaged that this governance framework will continue. 

 

The existing Strategic Board will be reported into on a quarterly basis. 

The programme board will meet monthly and ad hoc as required, and will be comprised of senior 

members and Officers from both AVDC and our senior delivery partner.   

The board will have overall responsibility for the success of the Programme to deliver the strategy 

and ensure that the promised benefits of the programme are fed back into the wider Council. 

Fundamentally the Programme Board will ensure that the right things are done in the right way at 

the right time and that risks to the programme are being appropriately managed at all times. 

Specifically the board will:  

• ensure that a comprehensive risk register is established and maintained and that risks are 

managed appropriately at all stages of the programme. 

• agree and approve the overall programme delivery plan. 

• allocate project budget and tolerances 

• agree any overspend over project tolerance 

• ensure that controls and processes are in place to ensure that promised benefits from the 

programme are  

• review progress reports from all ongoing projects  

• approve projects for inclusion into the pipeline  

• agree gain share credits with the supplier for each projects, and the mechanisms for their 

applications  

• receive reports on sales activities and sales pipeline  

• resolve all issues arising or escalated to the board  

• approve annual gain share amounts, following reports / audits as appropriate commitment.  

The role of the board, and individuals on the board, will be further defined as part of the Programme  

mobilisation. 
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The programme board will report into the AVDC Strategic Board and will be supported by the central 

AVDC Project Management Office. 

The programme board has met on a monthly basis since October 2017 and have agreed the 

following release of funds: 

Alexa Improvements including ‘Find my bin day’ - £22,500 

Data Exchange - £55,510 

Member Engagement - £9,970 

Let’s Talk Rubbish - £8,720 

Paygate - £7,800 

MDM - £7,336 

Rating and Recovery Automation - £45,000 

N.B. Prior to programme board being set up other projects were authorised by either the Steering 

Group or the Programme Sponsor and AD for the Service Area the project was being implemented 

to. Also, overall spend in earlier section includes staff spend which does not require programme 

board approval. 

A further 2 business cases were rejected by the board. 

It has been recognised as part of a recent programme lessons learnt exercise that there is 

inconsistency in our approach to projects across the council and that in particular we are not 

rigorous enough around our benefits realisation process. As part of this it became clear that our 

business case and project closure templates were not fit for purpose especially when trying realise 

benefits at a later date. 

As a result of this, we have done extensive work in the last couple of months to standardise the 

process across the council and agree new templates for projects. We are already seeing positive 

results from this exercise and project managers (and service areas in which benefits are to be 

realised) are already finding it easier to monitor and track progress. We have also involved Finance 

in the cashable benefits so that they can reduce budgets as benefits are achieved. 

3.3 Programme Risks 
Risk Mitigation 

1.0 Programme may not deliver the benefits 
detailed within the approved business case 

Robust governance will be in place to monitor 
benefits, with reviews taking place at regular 
intervals throughout the programme lifecycle. 
Responsibility for benefit management, post 
programme completion, will be handed over to a 
named individual. 

2.0 Programme Costs might increase Robust governance will be in place to monitor 
budgets and spend, with reviews taking place at 
regular intervals throughout the programme 
lifecycle. A named individual from finance will 
work alongside the programme manager to 
ensure programme spend remains within 
tolerance, and to ensure any variation to 



Connected Knowledge 2018 

 

forecast is noticed, and addressed, at the earliest 
opportunity.  

3.0 Programme may not deliver to timescales AVDC has a history of successful programme and 
project delivery, with large deliveries being 
broken up into smaller delivery components to 
reduce complexity and aid rapid delivery. 
Delivery of these components is spread across 
the duration of the programme and, when 
combined with robust governance, ensures 
delivery is achieved within agreed timescales 

4.0 External suppliers may not deliver AVDC will select suppliers that have a proven 
track record and will carefully govern delivery. 
Output based deliverables will be used at 
milestones. 

5.0 External factors may impact programme There are many external factors that will impact 
this programme such as the Unitary decision.  
These factors will be monitored as they develop 
and the impact evaluated at each decision point.  

6.0 Internal resources not allocated to or are lost 
from the project 

This programme is strategically significant for 
AVDC to enable delivery of the commercial 
future. The programme will ask through the 
corporate programme office for the right 
internal skills and try to ensure upskilling of 
internal staff takes priority over external staff.  

 

 

3.4 Connected Knowledge (CK) Programme - Phase 1 and 2 

3.4.1 Projects  
Innovation -  Complete 

• the first council to have an Alexa skill 

• use of Artificial intelligence in customer services 

• Innovative use of 2nd floor space to allow 3rd floor executive team move 

• Implementing Chromecast 

Innovation -  In-flight / Planned 

• Commerical development of products 

• Space re purposing and tidy up 

• Artificial intelligence on voice channel  

• Innovation ideas from staff and members (via innovation process) 

Transformation - Complete 

• New building control system on an integrated platform 
• New licensing and environmental health system on an integrated platform 
• Enhanced telephony platform and functionality 
• Salesforce Process flow improvements 
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• Mobile Canvas using tablets 
• Trailblazer for housing 
• Customer services centre 

Transformation - Inflight / Planned 

• Box rollout 
• Improved financial processes 
• New planning and land charges integrated platform 
• Single financial assessment 
• Customer data management and mining 
• Waste management integration 
• Improved MyAccount 
• Online bookings 
• Market stalls online booking form 
• Member engagement improvements 

 

Legacy reduction - Complete 

• Move to SaaS - SMTP, GIS, Tree management, Business intelligence 
• New Network and Public WiFi  
• More resilient (SaaS) Revenues and Benefits system with integrated document management 
• a new corporate network with improved resilience  
• a new public wifi network with capacity for staff usage 
• Documented ICT Selection criteria to ensure all new technology is in line with strategy 
• Device trials 
• Process mapping tool 
• Website replatform 
• Cloud authentication (OKTA) - improved connected working for staff, enhanced data protection 
• Member engagement – improved security, re use of county council devices 
• Decommission pencil, visio, harvest, IWS, orgplus, crystal reports, timebase, Lisson grove, energy 

systems 
• New recruitment solution 
• CCTV evaluation 
• Payment engine upgrade 

 

Legacy - Inflight / Planned 

• Mobile Device management 

• Shut down citrix desktops 

 

3.4.2 Financials to date 

Phase 1 was allocated 1.57M to deliver the first phase of the Connected Knowledge programme in 

the period April 2017 to March 2018.   

Phase 2 was allocated £1.53m to deliver the first phase of the Connected Knowledge programme in 

the period April 2018 to March 2019.  

 Overall Summary of Spend 
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Phase 1 

 

 

Phase 2 
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Spend By Type 

 
Phase 2 Budget and Spend across High Impact Projects: 
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Phase 2 Budget and Spend across Project Theme: 
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In Detail 

Detail breakdown shown in separate smartsheet - https://app.smartsheet.com/b/home?lx=GDX-

iGRfN5f7xWD0u3dDBA 

Overall Summary of Benefits 

Summary of financial benefits for projects delivered/in-flight to date showing % of Actual, 

Committed and Anticipated. NB. We had not forecast any ‘Actual’ benefits to have been realised 

at this point in the programme. 

 

 

 

Summary of financial benefits for projects delivered/in-flight to date showing actual/committed and 

anticipated over the lifetime of the strategy (to 2022): 
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Benefits by Type 

Detail of committed benefits for projects delivered/in-flight projects to date. These are benefits that 
have been signed up to and budget committed to being reduced: 

 

Other Benefits 
 

Commercial Opportunities for AVDC arising from our transformation and pioneering digital innovation;  

- Multiple councils requesting to visit AVDC resulting in consultancy sales for thought leadership workshops 

and more recently implementation support for the Arcus Software. (2018/19 total to date £59,000) 

- Commission income from our partners through providing proven business model references  

(Currently 8x8 and Arcus income - £2018/19 total to date £6,800)  

- Income for speaker requests (2018/19 total to date £2,000) 

- Potential to collaborate with commercial and public sector partners to provide end to end solution for 

failing councils or those looking to transform in record time.  

Phases 1 and 2 have delivered a series of projects and has raised the council’s commercial profile by 

show casing our innovative deliverables and transformational processes. 

The following benefits have also been delivered 

• Increased breadth and depth of on line services for customers leading to increased self 

service  

• Voice activated services which are available 24X7 for customers 
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• Improved customer accessibility with webchat 

• Introducing a new, technology facilitated customer services centre 

• Amazon lockers on site for staff and customers to use 

• Flexible working for staff from a range of devices  

• Process automation reducing staff processing time 

• Reduction of operational IT costs: licences, system retirement, desk phones, amazon web 

services, general maintenance 

• Improved systems resilience leading to less downtime and greater staff productivity 

• Reduced office footprint for AVDC staff as a result of modern, flexible working which enables 

rental of office space to third parties to generate income.  

• Commercial income: Commission from suppliers selling services based on AVDC expertise 

Conferences, Consultancy provided by AVDC to other organisations 

• Improved staff connected working to allow greater agility  

 

 

 

Commercial opportunities  
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3.4.3 Metrics 

 MyAccount Results so far 

This section shows the results of the analysis of the current MyAccount.  The information is designed 

to be representative at a snap shot in time as the information continually changes. The MyAccount 

data has been correlated against the Acorn socio demographic data which has shown the profile of 

accounts to be representative of the cross section of population across the Vale. The number of 

MyAccount users continues to rise. The usage of MyAccount has increased, with more people 

logging in more often. Usage is spread across the age groups and across the Vale.  
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My accounts are used across the Vale, the purple dots below show the spread across all areas.  

 

 

The majority of the MyAccount residents have not opted out of marketing which suggests this would 

be a good platform for future marketing activity. There are also a significant number of residents 

who have linked to their council tax record which is more convenient for the resident and saves the 

council money. 
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Digital process and evolving communication channels are not just for those customers that 

immediately spring to mind but actually bring real benefit to some of our more vulnerable 

customers. As displayed by Alicia de Barry, one of our residents using our webchat service: “This 

service is fantastic. I am profoundly deaf and unable to talk to people of the phone, so having a 

service like this means that I can resolve issues for myself without compromising my independence 

which is just so important to disabled people.” 

 


