
Report to Children and Families Overview and Scrutiny Committee 
 
Meeting date:  12 January 2023 
 
ICT update 
 
1. Introduction 
 
This report provides the committee with an update on the joint work of the Digital and 
ICT service and relevant teams within Children’s Services to ensure that employees 
in Children’s Social Care have the right ICT tools and skills to perform their roles well.  
This focused ICT work is a key priority within the Children’s Improvement Plan and 
therefore has been a critical element of our current ICT roadmap.   
 
The next phase of ICT focus is currently being developed and this will include a wider 
scope of work to support other aspects of Children’s Services.  It is also intended to 
broaden the focus from ICT infrastructure and basic tools to a wider digital agenda.  
We are aiming to have a draft of the next phase of the roadmap during Q1 of 2023/24. 
 
 
2. Update regarding the actions within the Children’s Improvement Plan 
 
 

Key Actions, Owners and Timescale   

 Key Actions Owners 
Timescale 
Original 
Dates 

Current position 

Deliver corporate ICT plan to 
increase ICT system stability 
and access: 

• Roll-out Microsoft office 365 

• Network improvement to 
GCC buildings (Shire Hall 
and locality office) 

• Move e-mails and calendar 
to cloud 

• New BT connection for 
Home Working 

Council wide training on One 
Drive & Share Point 

Karl 
Grocock 

March 2023 

Good progress with acknowledged positive 
impact. Some projects have slipped from the 
planned milestones, however for managed 
reasons and overall, this phase still on track for 
delivery by end March 2023. The detail is 
reported quarterly to CLT/Cabinet and to 
Corporate Overview and Scrutiny as 
appropriate. 

Develop plan to increase ICT 
reliability and access in the 
Social Work Academy 

Karl 
Grocock 

September 
2022 

Plan developed and delivered – so complete 
and action closed 

Identify and implement actions 
to meet List 1-11 reporting and 
restore regular (daily) 
performance data. 

Clarisse 
Forgues / 
Andy 
Dowden / 
Nick 
Taylor 

July 2022 Complete 

Explore options for LL hosting 

Chris 
Spencer 
& Mandy 
Quayle 

September 
2022 

Complete 
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Key Actions, Owners and Timescale   

 Key Actions Owners 
Timescale 
Original 
Dates 

Current position 

Purchase order set up for LL to 
host Children and Adult data 

Karl 
Grocock / 
Children’s
/ Adults 

September 
2022 

Complete 

Develop Implementation plan for 
LL to host Children and Adult 
data 

Karl 
Grocock / 
Children’ 
s 
Services / 
Adult 
services 

November 
2022 

Complete as plan in place, specific project 
manager in place and planned go-live in early 
March 
Scope includes LL and controc for both adults 
and children’s 

Develop and sign off programme 
enhancements to LL 

Children’s 
Service 
SLT 

November 
2022 – first 
phase 
complete 
 

First phase completes as agreed programme 
to update LL to latest versions, then to 
complete hosting work.   
New programme of enhancements to be 
developed once hosting complete.  Decision 
group will oversee work and agree a plan to 
start work in April follow stabilisation of hosted 
LL. 
Therefore, further phase of work will be agreed 
by April 2023. 

Review LL governance 
arrangements 

Andy 
Dempsey 
& Mandy 
Quayle  

September 
2022 

Complete 

Implement LL 
enhancements/amendments 
programme 

LL / Andy 
Dowden 

December 
2022  

LL was upgraded to v15 and then more 
recently to v16 so now on the latest version.  It 
has been agreed that the next stage is to 
complete hosting work.  There are several 
improvements that have been build and ready 
for testing by the service, however this will be 
developed into a wider programme of process 
and user improvements to be implemented on 
completion of hosting project. 

Develop guidance where 
documents should be stored in 
LL 

Julie 
Miles 

November 
2022 

Complete 

Support completion of options 
appraisal for the 
software/hardware necessary to 
support agile, direct work with 
children and families – PDAs, 
portable printers electronic 
memory box etc. 

Tom 
Underwoo
d/Karl 
Grocock  

October 
2022  

This work is ongoing as the aims and scope of 
this area of the plan are a bit unclear.  
Therefore, this is currently being clarified.  In 
the meantime, there are pilots of new kit in 
development including mobile conferencing 
equipment for child protection conferences and 
alternative tablets for direct work. 

Develop and deliver tailored ICT 
training programme for CS 
Practitioners. 

Tom 
Underwoo
d/Karl 
Grocock 

December 
2022  

Focus has been in two areas initially: 
1) Training around new M365 tool set and 

how to use to improve ways of working.  
Digital Smarties programme in place and 
proactive. 
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Key Actions, Owners and Timescale   

 Key Actions Owners 
Timescale 
Original 
Dates 

Current position 

2) Training and support model for users of 
Liquidlogic.  Approach agreed by 
Children’s SLT in October and being 
implemented. 

Explore options to make best 
use of Controcc and Capita 

Karl 
Grocock 

December 
2022 – 
complete for 
Controcc 

Controcc agreed and part of hosting plan to 
complete by early March 2023 
Collective discussions about Capita One for 
Education ongoing.  Current arrangement ends 
in April 2023 so proposing to end licencing 
arrangements and move to hosted solution in 
23/24.  An options paper is currently being 
prepared for review in January.  Therefore, 
new target date is to have agreed decision 
paper and revised contract by end March 
2023. 

Slipped for 
Capita One 

 

 
3. Stakeholder feedback and governance 
 

3.1 Governance 
 

The governance arrangements for Digital and ICT within Children’s Services have 
been reviewed and developed jointly and a structure agreed with Children’s SLT that 
feeds into the corporate governance arrangements.  This was agreed in October 2022 
and therefore is in the early days of being established.  
  

 

 
 

3.2 User groups 
 

There has been a social care user group in place for some time which has taken 
feedback from social workers regarding use of Liquidlogic.  The decision group 
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prioritises changes which are developed by the ICT service in conjunction with 
Liquidlogic and then tested by users.  It is recognised by the service that social workers 
can struggle to prioritise their support for this group, however given the positive impact 
this work can have for social work, we are currently refreshing membership and ways 
of working to help social workers engage more effectively. This will then inform the 
programme of enhancements within the Children’s Improvement Plan. 
 
There are relevant national and regional user groups that both Children’s services and 
the ICT team engage in.  This learning informs the internal roadmap, and we propose 
to cover this area in more detail when we present proposals for the next phase of 
improvement. 
 
 

3.3 Feedback from social workers 
 

There had been the intention of holding a pulse survey during the autumn of 2022.  
However, given we were in the midst of the major M365 change project, it was decided 
to postpone the survey until after the Exchange online migration is complete.  
Feedback has been taken via face-to-face meetings across the service between 
Mandy Quayle and Ann James and different teams and localities.  Social workers had 
the opportunity to raise a wide range of issues at these sessions, however the purpose 
of the meetings from an ICT perspective was as follows: 
 

• To acknowledge the instability and inconsistency of our ICT service during the 
last year and the impact that has had on our staff and to apologise for this.  

• To outline the work that has happened, the change still to come and what this 
means for social workers and other users. 

• To listen to feedback regarding the current experience of teams and individuals 
and to their suggestions for future work. 

 
The information provided to teams in the sessions had been shared before through 
various routes including Staffnet and Talksmart, however we do know that it is 
important to repeat messages through different routes.  In summary the feedback from 
staff re-affirmed what we had understood through other routes: 
 

• Overall, stability and reliability are improving and the volume of service wide 
incidents decreasing. 

• That staff welcome the new tool set and are looking forward to further use of 
M365, up to date mobiles with access to emails and teams, BYOD etc. 

• That some individuals are still having regular issues.  These are generally linked 
either to the age or build of laptops, which should therefore be switched out or 
sometimes due to the skills or practices of the user. 

• Whilst the timely issue of new kit is better, there are still improvements in this 
area to be made. 

• That some of our staff do need more help to develop their digital skills. 

• That social workers sometimes struggle to prioritise learning including ICT 
skills. 
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The detailed feedback provided in these sessions is informing our project work and 
service improvement and we will ensure updates are provided to teams via the new 
governance arrangements. 
 
Feedback on the service provided by the ICT helpdesk is included in the performance 
information below. 
 
4. Training and communication 

 
4.1 Liquidlogic training 
 

A revised approach to Liquidlogic training has been developed and agreed with 
Children’s SLT.  This is in progress of implementation and focuses on three areas: 
 

• Improved induction for new starters including a face-to-face option 

• Advanced training around specific care pathways/specialist modules 

• On-going support which mixes self-help, peer support, Service Now and the 
ICT helpdesk and outreach support which is one to one proactive support from 
the specialist ICT team. 

 
This aims to bring a straightforward approach to training by enhancing new starters’ 
introduction to the system, improving local knowledge, and empowering staff.  It does 
also recognise that staff need help in the moment that they need it and the support 
from ICT is designed to be able to respond to this. 
 

4.2 M365 and digital skills 
 
Like Liquidlogic we are taking a layered approach to our training programme aimed at 
developing the digital skills of the whole organisation.  
 

• All staff have access to the M365 training hub with a wide range of Microsoft’s 
own learning material.  In the moment that an individual needs to undertake a 
task, they can google that issue and there will be a short video or guidance on 
how to perform it. 

• On the hub, there are also a range of webinars which provide introductions to 
the new tools.  These webinars were offered live and are now available watch 
back whenever staff find convenient. 

• 200 Digital Smarties have been recruited across the council including 40 in 
children’s services.  These have a more intensive training programme over 18 
months with a specific MS Team’s site to collaborate and ask questions. Digital 
Smarties should then support their peers to use the new tools and change ways 
of working.  They should also give their teams updates on the programme. 

• Finally, there is a programme of ‘Art of the Possible’ workshops.  These aim to 
spend focused time with small groups from service areas to help them think 
through how the tools can be used to improve ways of working in their teams, 
particularly how they can help to save time. 
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4.3 Wider training  

There will need to be ongoing work to ensure that all social workers and other staff 

grow in confidence in terms of their ability to use new tools.  It is clear however that 

the amount of change can be overwhelming, so the focus is on Liquidlogic and the 

new M365 tools now.  Suggestions regarding further training needs will be a focus of 

the next ICT pulse survey. 

 

5. ICT performance information 

Currently it is not possible to provide ICT performance information specifically for 

Children’s Services.  This is because the user and asset data inherited as part of the 

new contract was so poor.  Improvements in this area have not been the immediate 

priority as it has been more important to improve the overall stability and user 

experience, to replace the aging infrastructure and ensure our security is up to date.  

The work is however included in the next phase of the plan, and we are aiming to be 

able to report in this way by the end of Q1 in 2023/24. Once data is available for 

Children’s Services this can be brought to the committee. 

Therefore, the performance data provided here is for the whole of the council. 

5.1 Numbers of Priority one incidents 

Priority one incidents effect corporate wide systems and therefore can impact all users, 

for example if outlook or Liquidlogic are not available at all.  A priority two incident 

would be if for example, Liquidlogic was not available in one of our locality offices but 

was ok in others.  Therefore, the reducing numbers of P1s evidences a more stable 

infrastructure and therefore better user experience. 
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The last three months have each had one P1 which is at our target level for the first 

time in several years and all have been resolved within four hours, the target resolution 

time. 

5.2 Numbers of Priority two (P2) and Priority three (P3) incidents 

 

 
 

5.3 Priority four incidents and resolution time 

Priority four incidents impact one person and the target time to resolve these issues is 

five days.  The majority are resolved more quickly than this.  Users are asked to log 

incidents via the Service Now portal unless they cannot work at all, in which case they 

ring the service desk. 
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Volumes of Priority four incidents have decreased over 12 months. There is no 

corporate target for Priority four volumes.  

A ticket raised by an individual user at Priority four may be associated to a ‘parent’ 

incident at a higher priority.  This relationship is visible when comparing the Priority 

four chart to Priorities one and two: many of the ‘spikes’ visible in Priority four align to 

similar spikes for the higher priorities. 

 
 
The resolution time for P4 incidents has improved during the year with the last three 
months within our target. 
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5.4 User feedback on the ICT Service Desk 
 
Users who contract the service desk are sent a feedback questionnaire by email and 
the two graphs below set out the positive feedback received. 
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5.5 Areas for improvement 
 
There are two key areas of focus where the ICT service does still need to improve the 
service provided. 
 
Requests 
 
There continues to be a very high volume of requests for new and replacement kit as 
well as requests for access to ICT services such as shared drives or mailboxes.  The 
turnaround time on these requests is too slow, although it is gradually improving. 
 
The initial focus has been on improving the experience of new starters including 
agency social workers who have a high turnover rate.  Manual review of new starters 
tells us that provided we are given three to five days’ notice of a start date nearly all 
new starters can pick up their laptop on their first day. 
 
This is one area of improvement, however there is more to do. 
 

 
 

Telephone service 
 
The ICT helpdesk is designed to manage most of the work via the Service Now portal.  
More than half the contacts still come by phone, and this impacts the length of time 
that users have to wait.  The busiest times are 8.30 until 10.30am and review of these 
calls makes it clear that many users could have resolved their own issues via regular 
restarts to receive software updates, better password management and reading 
comms and guidance.  This is an area of work to improve communication and develop 
understanding of users of basic good practice and laptop maintenance. 
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Calls answered in less than one minute 
 

Month 

Total 
number of 
calls 
received 

Total 
number of 
calls 
answered 

Calls 
answered in 
less than 1 
minute 

% of calls 
answered in 
less than 1 
minute 

June 2355 1688 843 50% 

July 2728 1977 989 50% 

August 2811 2052 1150 56% 

September 3034 1972 971 49% 

October 2130 1637 939 57% 

November 2492 1959 1138 58% 

 
 
6. Summary 
 
This report provides a more detailed overview of ICT targeted improvements to 
support Children’s Social Care.  Whilst there is clearly more work to do and areas that 
still need improvement, overall, the range of evidence across service performance, 
completion of projects and user feedback demonstrates a gradually improving picture.  
There is specifically positive progress against the actions in the Children’s 
Improvement Plan.  
 
 
Mandy Quayle, Director People and Digital Services 
Steve Mawson, Deputy Chief Executive and Executive Director of Corporate 
Resources 
 
 
Attachments: -  
Appendix 1 – M365 Programme Plan  
Appendix 2 – Liquid Logic SaaS Plan  
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What will be different by end of 2022/23 – M365

Teams / Sharepoint for collaboration was complete by October, user change and roll out is ongoing.
Teams (Unified Comms) to be complete by March 2023

APPENDIX 1
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LL SaaS Hosted Project: High Level Plan (Proposed)
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Oct ‘22 Nov ‘22 Dec ‘22 Jan ‘23 Mar ‘23Feb ‘23

Proof Of Concept
9.1.23 – 17.2.23

Creation of POC 
Environment

16.12.22 – 6.1.23

Contract Alignment
7.11.22 – 23.2.23

Hosted Solution: Infrastructure In Place (inc. VPN Tunnel Installed)
3.10.22 – 21.12.22

Finalise Scope: 
Hosted Solution

14.11.22 – 
23.11.22

Proof of Concept
Scope

22.11.22 – 5.12.22

Proof of Concept
Resources

6.12.22 –5.1.23

Decision: VPN
6.12.22 – 16.12.22

Approval to 
Proceed

13.2.23 – 28.2.23
Confirm Go 
Live Date
1.3.23 – 
7.3.23

Go Live
By End 3.23

Procurement of agreed VPN solution (As Required)
17.12.22 – 28.2.23

APPENDIX 2
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