
Children and Families Overview and Scrutiny Committee

Digital & ICT Service – Children’s Services Report
16th September 2021

Introduction

Many staff in Children’s Services report significant frustration with the Council’s ICT; which has 
largely been due to instability and problems connecting to the network.  GCC’s ICT infrastructure is 
aging and requires updating and replacement, however the relationship with our previous ICT 
provider delayed the planned remedial work.  We have recently made significant progress in 
developing a new ICT support model and strategic roadmap resulting in a transition to a new ICT 
partner from 1 April 2021.  The core environment and network as inherited was unstable, 
inconsistent and poorly documented, meaning that it is difficult to support and improve.  Some 
users are largely stable whereas others do have a poor and unpredictable experience.  The 
environment is complex and given the inconsistency, it is not possible to give one clear message to 
all users that enables them to get the best experience.  Individual experience is also impacted by 
home connections and user capability.  

All of these factors come together to mean that some of our staff do have a frustrating and 
disruptive experience with our ICT.  Technical improvement work started immediately from 1 April 
on transition to the new provider, however change of the scale required needs careful planning and 
time to implement.  There is very significant focus, resource and funding committed; the 
improvement plan includes:

1. The short-term priority is on stability and an upgrade to our remote connection in order to 
provide a more stable platform for day to day laptop use and video meetings.  Children’s 
Services staff have been communicated with to ensure they follow guidance on how to get 
the best IT experience to benefit from these changes.

2. Increasing the ICT support available to staff in Children’s, including increasing the size of the 
ICT team on the service desk from three under the previous supplier to ten.  We are 
providing much clearer guidance to help users maximise the performance of our inconsistent 
set up and understand how to get the most stable platform in the short term, as well as 
working directly with teams in safeguarding in order to understand and resolve specific 
issues where possible.

3. The complete replacement of our local and wide area network as well as Wi-Fi connections.  
This work has started with the core of the network and Shire Hall, moving onto the complete 
estate with the aim of completing all 80 buildings with a view to users seeing a gradual 
improvement from July 2021.  Upgrading the core of the network enables an ‘always on 
VPN’, a secure link which will provide a stable connectivity for remote connection.  For Shire 
Hall and those working remotely the work will be complete during September 2021 and in 
parallel there is a phased programme to complete c.80 buildings around the county which 
completes in February 2022. 

4. Complete transformation of our office toolset with a transition to Microsoft 365 including 
Office, Teams and OneDrive which can be used to improve productivity and collaboration 
across laptops and mobile devices.  Planned impact: the technical work will be complete in 
July, however data migration, user training and deployment will mean that staff are likely to 
start using the new tool set Autumn 2021.



Short term stability and performance

Incidents

From the start of the new service in April there were a high number of Priority One (P1) and Two 
(P2) incidents.  These impacted significant volumes of staff, were largely related to network issues 
and reflected the instability of the system.  

Given the work undertaken to resolve underlying problems, there has been an improvement in the 
number of P1 and P2 incidents since the new Digital & ICT service was established in April, 
demonstrating that improvements are being made in service stability. 

In July there was one P1 incident which related to Liquidlogic access on 13th July. This P1 incident 
was resolved within 90 minutes. 

Windows 10 Upgrades 

Windows 10 feature upgrades have now been deployed to all GCC laptops. 1,844 GCC laptops have 
successfully updated as of 21 July and raw estimates indicate that just over 500 of those belong to 
Children’s Services staff.   This deployment ensures that each laptop has an up to date operating 
system and is another factor to ensure individual stability and consistent performance.  Further 
activity is underway to target individual whose device has not been connected to the network to 
receive the update or has not been rebooted to successfully complete the upgrade.  Children’s 
Services is being prioritised.

ICT Service Support

Now that we are actively encouraging all staff to log tickets to get the support they need, the 
number of requests and incidents raised to the Service Desk has increased each month.  Despite the 
increasing numbers of contacts, the service’s performance is improving. However, significant 
progress is still needed to improve service delivery to the level required by Children’s Services and 
the council as a whole. 

Since June, the service has been collating customer feedback through a survey on ServiceNow. 78% 
of all responses in August rated the service as “Good”, with contributory factors to this including 
improvements to Service Desk telephone answering; focus on the hardware rollout with Children’s 
services; and the massive reduction in the number of open incidents. The Service Delivery team 
individually contact staff who rate the service as “Poor” (7.7% in August) to help resolve any 
outstanding issues with their ticket. Common themes for why the service has been rated “Poor” are 
communication with the customer and response times.  

Month P1 Incidents P2 Incidents
April 10 22
May 7 9
June 6 4
July 1 8

August 1 3



Category April 2021 May 
2021

June 
2021

July 
2021

August 
2021

Total number of contacts 4,244 5,678 6,373 6,271 5,190
Calls answered within 20 secs 16% 43% 58% 64% 67%
Average call answer time 3m 34s 4m 15s 2m 44s 1m 54s 2m 3s
Total number of incidents logged 2,794 2,833 3,319 3,577 2,932
Total number of requests logged 1,163 1,259 1,681 1,712 1,612

Targeted support for Children’s Services 

The Applications Support team has a five-week rolling programme of full day drop in sessions 
covering all Children’s localities.  The team are Liquidlogic specialists, however also help with general 
IT queries, such as connecting laptops to computer monitors, ordering additional hardware, and 
issues with WebEx and network connection.  Feedback is positive and Children’s Services teams also 
have a specific telephone line to this team.

A new Digital Business Partner (DBP) has been appointed with an initial focus on supporting 
Children’s Services. The DBP has been attending weekly Heads of Service meetings, meeting with 
team representatives, and supporting ad hoc requests and escalations in order to ‘deep dive’ issues. 
She will also be continuing site visits to see the problems first hand.  

The July 2021 DfE progress review acknowledged the IT frustrations felt by Children’s Services staff 
and the impact it has had on their ability to carry out their roles. However, it also recognised that 
staff are reporting an improvement in IT, which is consistent with feedback received by the DBP. 

The key themes that have been identified as frustrations for Children’s Services staff so far are:

 Issues with the quality and stability of WebEx or other video conferencing solutions: 
To help address this common issue identified by both the Application Support Team and 
DBP, email communication was sent to all Children’s Services staff on 14th July to ensure 
they are informed about how to get the best IT experience possible. This helpful guide 
included advice on the best network connection, ensuring laptops remain updated, and 
improving home connectivity – all of which will improve the quality and stability of WebEx 
meetings. It also included updates on in-flight projects to improve the IT infrastructure 
longer-term. To reinforce these messages further, the Communications Team have also 
turned this guide into content for the office ‘Magic Screens’ and published the key messages 
again in a Families Count article on 30th July.  The DBP is monitoring the impact of following 
the guidance and investigating ongoing issues.

 Issues with Outlook on the purple layer – not syncing their updated emails or not connecting:  
This is a known issue and there is specific guidance on how to resolve. 

 Issues with logging into the GCC network – receiving error messages that their username and 
password is incorrect:  A change was implemented w/c 5 July to resolve an identified issue 
preventing staff logging onto the GCC network through NetScaler 2 and we are not aware of 
further issues to date.

 Issues with logging into the GCC network – instability of the connections to GCC:  A change 
was implemented on 24 June to resolve an identified issue with stability of the platforms 
used to provide access to the GCC network. This change has been monitored since and 



overall stability to the network has improved.  Further work is envisaged and Children’s 
Services staff are reminded to use NetScaler 2 and the purple layer whenever possible and 
to reboot regularly.  

Conclusion

Transforming the service and updating the ICT infrastructure is not a straightforward task.  It is 
however a priority for the Council and the conditions are right to see significant improvement over 
the coming weeks and months.  This summary demonstrates the level of focus on improvement and 
that progress is being made in line with the roadmap; this will continue over the coming months.  
Plans are considering the coming Ofsted IACS visit; both to avoid disruption during that period and 
to ensure that inspectors are well supported.


