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1. Background 

At the 17 June 2010 meeting, the EDDC/SSDC Joint Integration Committee (JIC) approved the 

development of business plans for service integration for the following 8 workstreams: 

 Finance 

 Human Resources 

 ICT 

 Legal & Democratic Services 

 Revenues and Benefits 

 Public Spaces 

 Licensing 

 Environmental Health 

The business plans will set out the approach, implementation options, implementation costs, 

timescales, risks and overall cost savings for the move from the separate provision of services by 

SSDC and EDDC to the joint management, operations and delivery of the selected workstreams.  The 

business plans will build on the work that delivered the Project Definition Documents (PDDs). 

Completed business plans should be returned by 23rd August.  The business plans will be reviewed at 

the JIC meeting on 9th September.   

2. Objectives of the project 

A project has been set up to manage the integration of services for each of the 8 workstreams 

selected.  The key objectives of this particular work stream project will be to: 

 Implement a shared management structure for the ICT Services and Customer Service 

Centre (CSC) section respectively provided by SSDC and EDDC.  The new structure to be 

effective from 1st April 2011. 

 Implement the shared operation and delivery of these services with an initial target date of 

1st April 2012 for the CSC and, potentially, an earlier date, to be determined, for key 

elements of the shared ICT infrastructure required to underpin all other projects. 

Additionally the project will: 

 Change two disparate ICT infrastructures into one modern, robust infrastructure that will 

require only minor upgrades for the next five years and will provide the stable IT platform 

needed for the other workstreams to manage their main business applications. This will also 
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provide effective ICT Service Continuity and Disaster Recovery capabilities for the two 

councils.  

 Combine a number of IT contracts reducing overall costs and administration. 

 Determine and implement best practice in delivery of cost effective postal services and all 

aspects of printing. 

3. Project scope 

This business case takes into account all the service elements associated with ICT, web systems, GIS, 

Business Solutions, Document Centre, Scanning and the customer service centres (CSCs) including: 

1. Corporate scanning 

2. Postal services  

3. Corporate design and print services and network printing 

4. Fixed and mobile telephony, especially phone links between call centres and all sites 

5. Business Solutions analysis, support, development and project management 

6. IT infrastructure (main computers, networks, Email and calendars, internet access, data 

storage) and support 

7. Information Security and Information Management. 

Note:   “ICT” cover different functions at SSDC and EDDC and so the definition of ICT throughout this 

business case will cover areas 4-7 in the above list with items 1-3 called “Document Services” 

4. Approach 

4.1.  ICT 

The principles being adopted for the delivery of ICT services to both councils are: 

- One shared service, one team, one leader 

- Centralised control of ICT expenditure and ICT supplier management 

- Combine Data centres to make one primary the other secondary 

- Use of technology to ensure “location is not an issue” to create a single “virtual team” 

- Selective use of outsourcing with a full review once systems are stable 

- Aim to implement and run single instances of all business applications  

- Use new technology to provide efficiencies, resilience and disaster recovery for both 

councils. 
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- Single ICT strategy that spans both councils (this may need further debate) 

It is anticipated that it will take about 18-24 months to establish a stable ICT infrastructure and 

support service. During this period of significant change  networks will be combined; single network 

log on access provided to all users; email and file  services shared;  as well as a lot of “behind the 

scenes” changes to reduce costs and design to manage with fewer resources. 

 Capacity requirements will preclude major savings from staff re-organisation during this time. Once 

stable the overall ICT operations and organisation will be reviewed again.  

The project to deliver shared services between SSDC and EDDC will be delivered in 4 phases: 

1. Shared strategic management structure – subject to approval, the new structure will be 

operational by 1st April 2011.  

2. There is a requirement to provide IT solutions to support the new management structure’s 

immediate needs.  These will include good communications and access to information and 

systems and will require implementation of a network link.  Ideally, these solutions need to 

be in place prior to 1st April 2011.   

3. The design and delivery of  rationalised and common solutions for desktop, voice and data 

network, server build, storage area network (SAN), remote access, security products and all 

policies and support services.  Much of this will need to be in place before any business 

systems changes can be implemented resulting from other shared services. 

4.  Evaluation and delivery of ICT business solutions for the phase 1 joint services including 

Revs and Bens, Legal, HR, Environmental Health, Licensing and Finance.   

4.2.  Customer Services Centres 

The Customer Service Centres could very likely benefit from sharing at a senior management level to 

produce and implement a common strategy and for treating Customer Services  as one service with 

each site having their own manager or team leader. 

The aim would be to reduce costs by: 

-  Enabling peak call loads to be transferred between the two call centres in Sidmouth and 

Yeovil…possible reduction in staff between the two centres. 

- Standardising on systems…reduce resources required to maintain systems…possible 

eventual reduction in ICT costs and resources 

While strategic leadership could be implemented from April 2011 to get the greatest efficiency form 

a single service will require: 

- Standardisation on a single customer relationship  (CRM) system 

- Developing joint processes to build into the CRM. 
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- Linking of the call centre telephone systems (both use McFarlane and Philips technology) 

between call centres. 

4.3.  Document Centres 

Printing at SSDC is carried out partly in house and part through an external contract. The internal 

printing service provides agendas and minutes and various other publications such as the budget 

book. Network printers and MFDs are managed by ICT and procurement. 

The Document Centre at EDDC has a mandate that covers ALL printing of any type carried out within 

the Council including desktop printers, Multi Functional Devices , copiers, network printers and  

external print suppliers.  The team own the Printing Strategy and have the objective to remove the 

need for printing where practical and to print at the optimum cost and quality.   

Scanning at SSDC is carried out for Revenues and Benefits, Planning and Building Control and Land 

Charges. Scanning at EDDC is carried out for a smaller range namely Planning and Building Control 

and Environmental Health. 

The EDDC team manage all postal services and have helped drive down cost of this service using 

Cleanmail despite increases in postal charges. 

The two councils use different methods to manage document production and the best approach is 

still to be debated.  One suggestion is to combine all functions under one shared manager who will 

instil best practice across the two councils. 

5. Implementation of shared management 

The strategic level manager of the shared ICT service (and CSC service if different) will be recruited 

and in place by April 2011. 

Once in place, amongst many other things, the manager will need to: 

 Establish the  next tier of management which, depending upon the organisation model chosen 

may involve further selection  processes 

 Agree how ICT and CSC shared service costs are to be apportioned and managed across the two 

organisations. 

 Sort out “grey areas” where functional areas or responsibilities do not map neatly along 

organisational boundaries between the two councils or where operating methods will need 

standardising such as: 

Function South Somerset East Devon 

Street Name and 

Numbering 

Carried out within Property 

Services by one FTE (although 

may change within the Lean 

programme) 

A function of the GIS team within ICT 

and linked closely with the LLPG 

management and data cleansing 

projects. 
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Business software 

application 

management  

Business software is owned and 

managed by the services who 

deal with the vendor with 

technical support from ICT as 

required. 

Many of the services have staff 

either full time or a large 

proportion of their time on 

system and vendor management. 

Business software applications and 

the vendors of the software are 

managed through formal teams 

(Application Management Teams - 

AMT) which have an ICT lead and an 

identified service owner who is not 

full time on systems.  Vendors are 

managed by the AMT. 

Software changes are managed 

through this team. 

Telephony 

management 

Mobiles and fixed lines are 

purchased by procurement 

officer and administered and 

supported by the procurement 

office.  ICT manage the internal 

telephone system. 

Management , support and 

administration of fixed and mobile 

telephony carried out within ICT 

Printing Printing  is split between an 

external provider with the 

contract managed through 

Procurement for complex jobs 

requiring external design 

services, and Customer Services 

who own on-site corporate 

printing (mainly agendas) 

Some design work is carried out 

within the Communication team 

Procurement manage the 

contract for the MFD fleet  and 

the ICT section manage the 

network printers and MFDs. 

All aspects of printing (strategy, 

policy, equipment and design) are 

managed by the Document Centre 

which has a complete overview.  

Training of users on MS 

Office and other 

corporate software 

Organised by HR and bought-in. 

 

Third party trainers organised via ICT 

 

 

6. Implementation of shared operation and service delivery 

There are 3 keys elements of this phase of the project: 

 Development of business processes to deliver services on a shared basis. 
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 Implementation of a staff structure to deliver the revised processes. 

 Consolidation/convergence of business and IT systems to support shared delivery. 

This business case deals with the three elements separately: 

 ICT 

 Document Services 

 CSC 

6.1. Business processes  

6.1.1. ICT 

The only real viable option for effecting major cost savings from sharing ICT services and that is to 

combine and simplify the ICT teams, infrastructures, operations and applications. 

To enable any effective sharing of ICT services there must be commonality in all ICT policies, 

processes and procedures and based upon the ITIL standard. Any member of ICT must be able to 

access any system and user on the network, especially those who span both councils. Users of the 

ICT service must not be subject to different PC operations, security rules, remote access systems etc 

when they move between councils sites.  Any variation from a common standard introduces cost 

and complexity in the long run.  

The main processes within ICT are mostly covered by professional or European standards and are: 

Area Standards Councils status 

Helpdesk and support ITIL – Service Level 

Management; Service 

Operation 

EDDC- staff trained to basic level of ITIL.; 

mature ITIL processes in place 

SSDC – has it’s own streamlined internal 

processes and documentation. 

Change Management ITIL – Service Transition SSDC – at early stage in the process of moving 

to East Devon’s database as part of the 

continuous improvement programme. 

Programme and 

Project Management 

OGC standards of MSP 

and Prince 2 

EDDC – most ICT Analysts are Prince2 trained; 

pragmatic Prince2 processes in place for 

project management; Programme Board in 

operation for selection, prioritisation and 

monitoring of ICT projects. 

SSDC use Prince 2 project management 

methodology. ICT and key project managers 

were trained in the SSDC methodology in April 
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2007. Some managers going through MSP 

 Development works to Agile framework; 

Programme Board process in place 

Note: With common ICT resources there needs 

to be in place from an early stage a single 

method of selecting and prioritising projects 

across the two councils. 

Business system 

change (BCR) requests 

ITIL 

Prince2 

EDDC – formal BCR process in place across ICT.  

Actions in place to make this more transparent 

and linked to business priorities. 

SSDC – helpdesk processes in place for ad-hoc 

changes. Annual process through service 

planning for major changes.  

With common ICT resources there needs to be 

in place from an early stage a method of 

selecting and prioritising changes across the 

two councils. 

Continual Service 

Improvement 

ITIL 

Systems Thinking and 

Lean 

EDDC – measurement, analysis and 

improvement process (called IMPACT) in place. 

SSDC – has an Improvement Board in place. 

Lean thinking has been successful in producing 

savings and is progressing throughout the 

authority 

Information Security ITIL;  CoCo;  ISO 2700 

DISP process. 

EDDC – CoCo compliant but need to achieve 

new revision of the standard.  IT Service 

Continuity is an issue. 

SSDC – similar status although IT Service 

Continuity more mature. 

Common Information Security Policy 

document and process needed in DISP format 

at an early stage in the partnership 

GCSx (CoCo) Code of Connection Each council is compliant but with different 

caveats and work plans to meet the new 

version of CoCo in Feb/Mar 2011. 

We must maintain CoCo compliance at both 

councils.  
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ICT Strategy SOCITM guidelines 

ITIL 

EDDC – strategy written for 2008-2011 and 

now needs update. 

A new ICT strategy is needed to ensure that 

the service will go in the single direction that 

the councils will require it to.  This is needed at 

an early stage in the partnership. 

Information 

Management Policy 

Government Guidelines EDDC - Head of ICT is the SIRO and Information 

Management policy written ready for Council 

SSDC – Some guidelines are included in the ICT 

Policy suite in place  

Computer hardware 

design and refresh 

Council policy The policy and processes for replacement 

equipment to be made common. 

IT Risk Management Risk guidelines from 

Corporate Risk 

Management (CRM) 

policies 

EDDC – high level risks in CRM system 

SSDC - high level risks in CRM system 

Performance 

Measures 

Systems Thinking 

Lean systems 

ITIL 

EDDC – ITIL measures in place and new 

systems thinking measures recently 

established 

SSDC – early stages of establishing measures 

User Training  Council policy There is a need to establish common training 

materials and processes. 

 

Once the organisation of ICT is settled the next stage is to agree the business processes for: 

- ICT Strategy for the next 3-5 years…with high level programme plans 

- Information Security Policy…with cost effective plans for maintaining CoCo 

- Programme Board process for allocating ICT project and development resources 

- ICT service delivery performance Measures  

6.1.2.  Customer Services Centres 

Costs are incurred in staff and systems in the CSCs.  Business processes that require focus to help 

reduce costs are: 

- Customer Services Strategy 

- Call handling strategy 



Business Plan for ICT and CSC Service Integration Page 11 of 45     version 5 1/9/2010 

- Use of Voicemail  and Direct Dial within the councils 

The use of “Customer Services “Hubs” to improve customer access will need debate. 

6.1.3. Document Centres 

Printing is handled and managed in different ways at the two councils.  EDDC has a team of people 

complete with graphic designers that have recently been “in-sourced” from Xerox. SSDC use an 

external “brokering” service for the more complex items with agendas etc printed in house by a 

small print team linked to Customer services. 

Both groups have been successful in driving down costs. Under the leadership of a single manager, in 

conjunction with the procurement officer at SSDC, the operations will combine the best practices at 

both sites and produce: 

- Print Strategy  

- Scanning strategy  

- Post Strategy…includes use of “Cleanmail” 

- Best design and procurement process…which is the best and cheapest route to obtain 

bespoke documents. 

6.2. Revised staff structure  

6.2.1 ICT 

Current ICT Organisation 

There is no neat like-for-like match of responsibilities between the two councils under the title “ICT”. 

East Devon “ICT” includes the Document Centre and all systems development and project 

management activities.  South Somerset “ICT” does include systems support with the remainder 

carried out under “Web and spatial systems” reporting to a different director.  Document printing is 

approached differently with work split between Procurement (contract management only), 

Customer Services (internal print room, post and scanning) and ICT (technical support).  Also, Street 

Name and Numbering is not within ICT but within Property services 

The current organisation charts are shown for: 

East Devon – Appendix 1 

South Somerset – Appendix 2 

Note: some typical ICT activities are devolved to the Services where specific resources may be in 

place to deal with ICT suppliers and administering systems.  Centralising all or some of these 

activities within ICT or making them part of normal duties within the service may produce savings.  A 

review should take place to see where these posts should sit under a joint working arrangement. An 

estimate of resource allocation is shown below: 
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Systems  

Administration 

South Somerset East Devon 

Finance/Accountancy 3 posts (2 FTE) identified as “system 

support” This includes security that 

is provided within ICT in East Devon. 

Systems admin part of accountants 

role 

Telecoms Mgt 

 

Support and admin provided by 

procurement officer and admin 

assistant (contract).Technical 

support provided by ICT) 

Within ICT 

Revs and Bens 

 

2 staff, 1.5 FTE. This includes 

security and other duties. 

3 “Support Officers” posts include 

system administration in their 

duties 

HR/OD 

 

One post (I FTE) identified as system 

support. 

Part of HR officers duties 

Dev and Building 

Control 

 

2 posts (2 FTE) identified as systems 

support” as part of their duties. 

Systems support activities included 

within duties of Planning Admin 

Officer and administrator 

Licensing 

 

No specific posts Systems admin duties included 

within Manager’s position. 

Environmental Health 

 

Systems admin duties included 

within a post 

Duties currently included within 

managers role 

Streetscene 

 

No specific posts No specific posts 

Members  Supported by ICT Supported by ICT 

Legal System configured and 

administered by member of Legal. 

No systems admin duties 

 

Options for Organisation  

A revised ICT organisation structure will be required to support the preferred option of a single 

shared ICT service 

All posts in the new ICT service are shared posts as any member of staff could be working on any 

part of the shared ICT infrastructure or supporting any customer. 
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To implement either of the options will require a review of the manager and team leader roles and a 

selection process. This will need to follow once the 2nd and 3rd tier managers are in place. 

There are two organisation options identified that will work  taking into account the need to retain 

capacity to cope with the many changes in the near term (18-24 months), “tiered” and “flat.. 

 

Tiered 

 

 

 

Flat 

 

 

 

The pros and cons of the flat structure over the tiered structured: 

Pros 

 Potentially lower cost than current organisation 

 Potentially easier “fit” with current roles 

 Shorter and faster management  communication lines 

 More focused responsibilities 

Cons 

 Possible lower  capacity to implement organisational change if costs have to reduce  

ICT leader 

Manager Design 

and Compliance 

Manager Customer 

Support 

Manager 

Infrastructure 

Manager Front 

Office Systems 

Manager Back 

Office Systems 

ICT leader 

Support and 

Infrastructure Manager 

Design and Compliance 

Manager 

Business Solutions 

Manager 

Team Leader Customer 

Support  

Team Leader 

Infrastructure 

Team Leader Front 

Office Systems 

Team Leader Back Office 

Systems 
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 Increased number of direct report for leader  

Both options enable a greater focus than is possible with the current organisation. The IT challenges 

of the next 18-24 months are: 

- Many projects associated with migrating from two business software applications to one 

within the services 

- Significant changes to the ICT infrastructure, including introduction of new technology, to 

enable access to the business applications from any location , including remote, home and 

mobile access 

- Training and support requirements for all users of ICT to cope with the changes (this will 

require additional funds depending on the scale of change). 

- Need to maintain CoCo and security standards and manage the changes to the live ICT 

environment  

- Need for both councils to make better use IT to improve efficiency. 

The vision for a shared ICT service recognises that over time, the mechanics of service delivery may 
change but the organisation must be able to underpin all other services within the council as they 
evolve.  In summary: 
 
a)  The operation of the ICT services for both Councils should be provided through a single team 

headed up by a single leader reporting to both Councils at a management level to be 
determined. 

 
b)  The single team will serve the two sites and include a presence at both sites covering most 

working hours. 
 
c) Specialist Analysts will be available across the locations to accommodate service user needs; 
 
d)  Moving forward the single team will facilitate convergence of user ICT systems within service 

areas as individual business cases are constructed. 
 
The teams are brought under one leader and aligned functionally rather than geographically.  For 

example, the Customer Support Team will be split between Sidmouth and Yeovil and run a single, 

common helpdesk system and be able to support users across all sites using a common set of tools.  

Also the Infrastructure staff will be able to access all servers and equipment electronically from 

whatever location. 

The ICT managers and staff will use all means of modern communication to ensure that the effect of 

physical location is minimised as a barrier to good team working.  Arrangements will be put in place 

to ensure change management, information security and all other key processes can be carried out 

across the two councils seamlessly.  This could involve use of “presence” systems such as Microsoft’s 

Office Communicator and desk to desk video conferencing. 

The initial structure will be put in place while there is significant IT change occurring.  Once the ICT 

infrastructure is stable and reliable and the number of change projects have reduced (estimated to 
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be within 24 months) the structure can be reviewed for cost efficiency and should then include a 

review of the potential for outsourcing in totality or in parts. 

Activities for Implementation of new Structure 

The proposal is to create a single ICT team providing service to both councils.  Key activities to 

implement this structure are: 

 Review job descriptions, titles and job grades for the posts in the new ICT organisation. 

 Initial team building exercises to help communications and gain common understanding of 

what needs to happen within ICT to make the changes successful.  

 Agreement on a costing model…to prevent problems and disagreements later, determine 

how ICT service costs and resources are to be attributed between the two councils. 

 Creation of a common ICT Strategy… agreement on technologies and applications; 

management of ICT etc.  

 Creation of a common Information Security Policy …with smaller policy spin-offs; approach 

to Code of Connection and, if required, a rapid refresher course for all computer users. 

 Debate the proposal for a single ICT Programme Board…to allocate resources from the 

common ICT service to achieve projects for one or both councils; develop common reporting 

mechanisms and to agree the programme of ICT changes and investment.  This is important 

to ensure that we begin the “de-duplication “of ICT effort. 

 At an early stage create the common ICT helpdesk functions so that all users’ problems can 

be logged , shared, understood and dealt with by the single service and begin to get 

common ownership 

6.2.2 Customer Services Centre (CSC) 

The current organisations are shown in appendix 6 with a proposed organisation in appendix 7. 

To move to a shared organisation we need to carry out the following: 

- Have a shared leader who will drive cost effective joint working for the CSCs. 

- Maintain the current call centre and reception capacity for the CSCs…as technology is used 

to combine the centres; bring more “one-and –done” processes into the CSC through the 

use of a common CRM; and transfers more enquiries from the phone to the websites,   the 

capacity  requirements are likely to  fall. 

- At SSDC review whether to transfer responsibility for managing the post, printing and 

scanning operations elsewhere to simplify the structure.  

- Review whether to transfer responsibility for post, printing and scanning operations at SSDC 

are transferred to a shared 4th tier post in the Document centre 
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The teams will remain as they are under the shared leader but work towards a “virtual” contact 

centre with common strategies, processes and technology. 

6.2.3  Document Centre 

Once the reviews above have been completed a structure for a Document Centre for print 

management will be proposed. The existing organisations are shown in appendix 8 . 

Putting these functions under one umbrella has the following pro’s and con’s  

- A single lead on implementing a common Print Strategy and a common Postal strategy both 

focused on removing cost from the operations. This puts an expensive and complex 

operation under one leader whose focus is on reducing print volumes and costs while 

maintaining the service to the councils 

- Brings ALL printing, internal and external, under one umbrella 

- Shares expertise on scanning across the group 

- Could have a joint projects to remove paper in favour of technology for council meetings 

Cons: 

- Manager would be shared  

- Customer Services at SSDC would not necessarily provide the cover they currently do 

Again, the other option is to leave as is. 

6.3. Systems. 

To achieve efficiencies within ICT and through the use of IT the mantra must become “keep it simple 

and standard”. 

This approach will lead to economies of scale in the longer term but will require investment in the 

short term to enable the ICT infrastructure in both councils to converge into one, easily managed, 

accessible, resilient design. 

We could take advantage of new technologies that have recently emerged to produce a “private 

cloud” of software applications.  The technology will prepare the way for easier outsourcing of any 

of the elements of the ICT infrastructure should we choose later.  It will also make it easy to provide 

ICT services to other councils, should we wish, as well as make use of any “cloud” services that 

emerge. 

A common ICT Strategy needs to be developed at an early stage to ensure both councils have an 

agreed roadmap. 

Corporate Infrastructure 



Business Plan for ICT and CSC Service Integration Page 17 of 45     version 5 1/9/2010 

IT infrastructure is the fundamental building block for ICT service delivery and support. It includes 

items such as data networks, voice networks, telephony, databases, main servers, desktop 

computers, storage area network (SAN) and a host of other security appliances  

The two illustrations in appendices 4 and 5 show the current main components of both 

infrastructures.  Key statistics are: 

Item South Somerset  East Devon 

Numbers of PCs and desktop 

operating system 

Mix of Windows 2000 (418) and XP 

(215),  

Mix of Dell (newer machines) and 

Stone machines.  

Total of 535 machines all at 

Windows XP service pack 3.5. 

Mixture of HP (newer 

machines), Compaq (older 

machines)  

Knowle oldest live PC – Compaq 

EVO D5s/P1.8…8years old 

Number of servers (physical 

and virtual), location and 

status. 

13 servers located at 10 remote 

offices. 

95 Servers in total – 48 Virtual and 

47 Physical 

Mix of 

- Netware 6.5 SP7 

- Windows Server 2000, 2003 and 

2008 

- Unix Sun Solaris 8 and 10 and 

Linux 

Servers patched manually 

Use VMWare version 4 

All servers located at Knowle 

data centre 

112 servers (63 virtual 49 

physical).   

Mainly Windows 2003 R2 (a 

few Win 2000 being retired) 

 

 

Servers patched via SCCM 

Use VMWare version 3 

Network and corporate 

software 

Novell Netware 6.5 

GroupWise email 

Microsoft Office 2000/2003/2007 

Now licensed through recent 

Microsoft Enterprise Agreement 

MEA for 625 clients of latest 

software 

Microsoft Windows 2003 

Exchange 2007 

Microsoft Office 2007 

Professional Plus SP1/2       

    Licensed through old MEA 

which expired 3 years ago. 

 

The illustrations show that the councils have taken different delivery paths for infrastructure with 

different designs for security, remote access and the network.  
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One way to achieve savings is through economies of scale.  This will require rationalisation of both 

councils support contracts and delivery mechanisms onto a common footing.  

There is currently little in common in the support contracts as can be seen in appendix 3 where in 28 

areas there are only five  common suppliers, ICM, Philips , Oracle, BT and Vodafone and  each of 

these have different contracts with each council. 

There are many potential areas for cost saving with these contracts.  There are significant hurdles to 

overcome though before this can be done, not least of these is getting both councils onto a single 

Microsoft network. 

South Somerset has committed to move from Novell to Microsoft by April 2011. 

Business Software Applications 

The business applications, like the infrastructure, require rationalising in order to achieve savings.  

Rationalisation will require initial investment and could require relatively large projects in order to 

achieve and each application will require its own separate business case and justification to proceed. 

Out of the 43 product areas identified there are five in common.  These are: 

-HR and Payroll (Trent from Midland) 

- Planning (CAPS from IDOX) 

- Business Rates (NDR from Civica) 

- Electronic Document Management (Comino from Civica) 

- Call Centre Phone system (Call Plus from McFarlane) 

Although common in name, each system either uses a different number and type of modules; is 

used in a different way;  or has different contract terms and conditions. 

Discussions have taken place with many of the vendors to determine the costs, benefits and 

complexities of migrating to a single product used by both councils.   

Unsurprisingly, where a single supplier exists across the two councils the supplier sees it as an 

opportunity to gain revenue from implementation and project management services while giving 

little away in terms of licensing and support costs.  In these circumstances, depending upon the 

business situation and costs involved, we could potentially create competition by going out to the 

market for a fresh look at products. 

However, where there are two different suppliers there is a definite hunger for the business and 

creative, competitive “buy-out” offerings are starting to appear that have Return on Investment 

periods of 2-3 years based upon existing revenue costs. 

Migrating to single versions of business applications will not be a simple job.  Based upon experience 

data migration will be the single biggest, most risky, time consuming and expensive element of each 

project.   
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Data Centres 

As can be seen from the illustrations both councils have data centres located at their main buildings 

in Sidmouth and Yeovil and each provide services to a number of remote offices over separate wide 

area networks (WAN) using different remote access solutions. 

The ideal end situation for the medium term would be to have one data centre as the primary data 

centre delivering all services to both councils with the other data centre as a back-up site for disaster 

recovery and resilience purposes.  The longer term goal would be to put as much as is economically 

viable out to the new “cloud” services. 

Sharing data centres would require investment and is dependent on the implementation of a 

resilient, large data link between the two sites. 

The benefits would be: 

- Removal of the DR contracts for both councils…total saving of £35,000 a year 

- Likely reduction in equipment maintenance contracts  costs 

- sound and working IT Service Continuity for both councils  

- No need to carry out major DR rehearsals every year as systems could be tested and proven 

simply and easily on a routine basis 

- Enable reduction in ICT support  staff costs 

- If new thin client technology is employed at the data centre this would enable a different 

approach to desktop design and support  and also prepare the way forward for investigating 

the  “cloud” for outsourcing. 

The current status of each data centre is: 

 South Somerset East Devon 

Space and condition of 

the computer room 

Large secure room with raised 

floor. 

Temporary air conditioners in 

place pending longer term 

investment  (£150K)  

Small Secure room with raised floor. 

 Air conditioners at max capacity 

during summer. 

Safe electrical supply Generator sized to run whole 

building 

UPS powering all in computer 

room, including PABX with a 

run time of 2 hours and 

controlled shut down.  

Generator sized to run whole 

building 

Uninterruptible power supply (UPS) 

to run main computer room. 

PABX located in another room with 

its own UPS 
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Condition and capacity 

of virtual servers 

6 rack servers running 43 

virtual servers on VMWare 4. 

8 blade servers in an array running 

63 virtual servers on VMWare 3.5.  

All 8 servers need to upgraded to run 

the latest version  of VMWare 4.1 at 

cost of around £20,000 

Condition and capacity 

of Storage area network 

(SAN) 

New SAN recently installed 

with space to expand for the 

next few years. 

Old SAN running out of space.  

Needs investment very soon to cope 

with space .requirements.(£100K) 

Other points New data centre technology 

being piloted at Yeovil 

If move buildings then computer 

room will also be required.  Cost to 

build in new building around £60-

100,000 

 

The possibility of the Sidmouth building being vacated and new offices being built would suggest 

that Yeovil should very likely be the primary data centre in the future.  This would need a wider 

discussion and a more detailed review before a decision is made. 

Each data centre will continue to hold data and deliver applications specific to each council. As the 

future of each software application is decided upon and new contracts signed to move to a “single 

app” then the implementation plan will include running it  from one data centre only and 

distributing it across the new WAN to all those staff who need access. 

Access to these “single apps” may require the use of one of the existing remote access solutions 

(Citrix or Netilla). 

Combining data centres in the most appropriate way to reduce costs and provide a sound DR 

solution will take place after the initial merger of the councils’ networks.  

Merging Networks  

ICT is an important enabler to deliver shared working. A number of actions are required to enable all 

service areas to easily share information and commence working jointly.  Some requirements are 

more definite than others and where not obvious, a more detailed business case is required 

Definite Requirements 

Description Outcome 

Network links A network link between the two councils is required to 
allow for: 

 Shared use of applications 

 Ability to update files across both 
organisations for all users 

 Integrated voice systems 
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Rationalisation of remaining network to reduce costs. 

Rationalisation of internet connections. 

Shared access to documents Implementation of an integrated Microsoft Active 
Directory between the councils will enable officers to have 
a single logon across both councils.  

Options for a shared file resource will also be considered. 
(e.g Sharepoint) 

Email/calendars  Ease of organising appointments with officers across both 
councils. 

Secure email between the councils. 

Potential for reduced file storage across both councils if a 
single email solution is implemented. 

Integrating phone systems Both councils have implemented internal VOIP 
technology. On implementation of the network line the 
telephone systems could be integrated to provide “free” 
telephone calls between councils.  The CSCs could also be 
linked.   

Joint ICT user Training As shared desktops are implemented, joint ICT user 
training will aid joint working across service areas. 

Video Conferencing A CoCo compliant video conferencing solution will be used 
to reduce the need to travel between sites, also assisting 
the councils to deliver their green obligations (review 
Microsoft  OCS) 

Security  Review all security solutions with a view to unifying. 

Develop common approach to penetration testing and 
network scanning 

Develop a common Information security Policy 

Remote Access  Both councils have a remote access solution.  Rationalise 
to one solution and a single “Homeworking” policy. 

Government Connect and GCSX Both councils have GCSX secure lines into their main sites.  
Next year the DWP funding runs out and councils are 
expected to pay £15,000 for their lines so work with Gov 
Connect to have the two councils treated as a single 
network. 

 

More detailed business case needed for corporate solutions  

Joint Intranet A joint intranet will provide ease of access to information 
held on intranets across both councils and joint 
communications. The resource requirement to support 
the intranets will be reduced as information is entered 
once.  

Implementation of shared content 
management website  

The joint website will ensure that each council maintains 
its unique identity, but where documents or content is 
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common it can be entered and maintained only once.  

Introduction of content management across the services 
will enable service areas to maintain control of their own 
pages reducing central resource requirements. 

Joint Customer Relationship 
Management (CRM) systems 

The CRM is core to many end-to-end processes within East 
Devon and is integrated with voice, web and mobile 
channels. South Somerset is looking to change its CRM 
system and a detailed review is required to investigate a 
single system. 

Joint Document Management Use of the Comino document management solution is 
restricted to specific service areas in both councils. An 
evaluation is required on whether a business case exists to 
implement a joint solution to enable documents to be 
shared across both councils using Comino or a more cost-
effective solution. 

Joint GIS Solution An evaluation of the implementation of a common GIS 
solution is required including use of open source 

Unified Communications A solution that would be new to both councils which 
would greatly assist with integrating voicemail, 
videoconferencing, email and provide the ability to “see” 
the presence of  people regardless of location  

 

The basis of all the above is a shared network. South Somerset is currently on a Novell network 

which is incompatible with the Microsoft network of East Devon.  A tender has been put out to a 

number of suppliers with the aim of migrating to a Microsoft Network sometime before April 2011. 

After SSDC’s migration objectives have been achieved the starting point for the merger of the two 

networks will look like this: 

Area East Devon South Somerset Issues 

Server systems Windows 2003 Windows 2008 Both networks would need to be on the 

same server level and as “notice” has been 

served on Windows 2003 East Devon will 

need to upgrade to Windows 2008. 

Desktops XP Mixture of Win 

2000 and XP 

Windows 2000 has already expired and is a 

security risk.  Business software vendors are 

yet to qualify the latest version of Windows 

(Win 7) and so desktop should be XP as 

soon as possible but with the capability to 

move to Windows 7. 

This will require a large number of PCs at 

South Somerset to be replaced and/or new 

thin client technology to be implemented. 
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Email and 

calendars 

Exchange 2007 Exchange 2007 The latest version is Exchange 2010.  This 

has features useful for shared services. 

Running the email system from one site will 

be investigated.  Lots of user training 

required to make the change from Novell. 

Management 

systems 

SCCM (old 

version) 

SCCM  

SCOM 

East Devon will need to update SCC and  

implement SCOM. 

Microsoft Office Office 2007 Office 2000 Very big jump from Office 2000 to Office 

2007 for users.. 

Anti-virus E-set Kaspersky This needs to be one solution  across the 

network  

 

The key points to note are: 

1) The starting points for the network merger show significant differences in terms of products, 

versions and configurations. 

2) SSDC has recently invested in a Microsoft Enterprise Agreement (MEA) to bring all Microsoft 

licences up to the latest standard.  (Cost around £250,000 over  3 years)  East Devon will 

need to bring forward its investment plans in order to match up licences. 

3) External project management and advice will be required to help the councils achieve this 

merger. 

4) New thin-client technology (such as VDI and Thin-app) is available that could help achieve 

some of the objectives and overcome some of the problems with merging.   

 Merging two Microsoft networks is outside the experience and knowledge of both councils and two 

suppliers were commissioned to provide initial high level views of how best the merger could be 

achieved.  The key points from their reports are: 

 Decide how directory services will be applied…this decision depends on the relationship of 

the partnership and how important it is to have an easy pathway for separation against how 

important it is to reduce operational costs. 

  The latest version of email, Exchange 2010, supports multi-tenancy which allows two or 

more organisations to manage separate resources but on a single infrastructure.  SSDC is 

reviewing putting this high availability design in place as part of the migration from Novell to 

Microsoft. 

 The shared services boundaries need to be clear so that security is maintained, within each 

council, for those services and data that need to be kept separate. 
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 With two organisations on a single infrastructure “Identity Management” becomes an issue 

and an integrated solution should be sought which also gives the benefit of “single sign on”. 

 Communication and cross team collaboration becomes an issue with shared working.  Tools 

such as Sharepoint  (used at EDDC for intranet) and Office Communicator should be 

considered …this also provides the basis for video conferencing 

 A virtualised server and desktop architecture is recommended for multiple site working 

 Both SSDC and EDDC have out of date systems. The partnership infrastructure should be 

designed to cope with the new Windows 7 desktop and latest server environment. 

 Develop clear and agreed IT Strategy before going too far and wasting time and resources. 

New Technology – “thin client” desktop 

South Somerset has been piloting virtual desktop infrastructure (VDI) and the “thin-app” systems. 

Despite being hampered by the Novell networking system the council has found that the technology 

is viable and should be considered for implementation to help produce a cost effective shared 

service. 

 East Devon has been using a basic Citrix thin client architecture for its remote working solution for 

some years and found it successful although requiring technical expertise to set up and run 

successfully. South Somerset has been using a different technology (Netilla) to achieve the same 

aims with similar success.  

The new thin client technology approach is also supported by the working papers from the suppliers 

commissioned to produce options for migration and is the direction being taken by other councils. 

South Somerset has recently had indicative figures of £290,000 to implement thin client using the 

product VMWare View.  Further investigation and advice is required to make this major decision as 

investment for the two councils is likely to be in the region of £450,000. 

Briefly, the published benefits of the Thin App, with or without VDI are: 

 Extended use of existing PCs …when they fail, replace with a more reliable, cheaper and less 

power hungry device....reduced CO2 footprint 

 All desktops can be set up and managed centrally...less need to visit PCs or have ICT 

infrastructure at remote sites…reduced number of ICT support staff  

 Remote working  can be made more secure...access from any device with internet access 

and a foundation for secure mobile access 

 Users have more tools to deal with application problems ...less need to call ICT. 

Service Specific Systems 
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As identified earlier there are few similarities in the IT systems run by the two councils.  System 

suppliers have been approached to gain indicative costs for moving to single versions of a common 

system.    

Most of the solutions offered by suppliers describe running a single instance of the software, not 

two instances.  This implies that some users will need to connect over a WAN and this requires some 

form of thin client system. 

The systems for phase 1 are: 

Service System status Total capital 

for merging 

and total 

revenue cost 

savings 

HR and payroll Both Councils use Midland Trent Software v 6 for HR and Payroll 

although these applications currently sit on two different platforms 

(SSDC on an oracle database and EDDC on a SQL server). 

 Little to be gained from hosting two separate instances at one site 

(£6,000/yearsaving but would need to pay for moving).  Trent 

though is a heavy user of the network for the “thick client” and this 

may prove problematic for the network link between the two 

councils) 

Upgrading to iTrent, the web version that both will have to move 

to eventually, will save around £4,000/year but cost around 

£40,000 to implement for the two councils  

Depending upon the detail in the contracts there may be savings 

by moving off Oracle. 

 

£40,000 

capital 

 

Saving 

£8000/year 

 

Finance Both use different systems from the same supplier (COA) for the 

main accounting package. 

EDDC – efinancials….current costs £27.2K/year 

SSDC – e5….current costs  £13.7K/year 

The costs for migrating to one or other of the systems are similar in 

that there is a £20,000 “transfer licence”, some further additional 

licences (£5000 or £25,000) plus around £30,000 for consultancy. 

The revenue costs per council for the product chosen  would then 

change to: 

E5 - £10.4K OR 

efinancials - £15.1K 

 

Capital 

£55,000 to 

£75,000. 

 

Revenue      

E5  saves 

£20,500 and 

efin  £10,700 

per year 
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There are a number of other financial systems in place including 

the Income Management system which acts like a hub for the 

many payment interfaces.  East Devon use AIMS from Capita and 

South Somerset have home-grown systems.  Data is still being 

gathered on the impact of change. 

 

Environmental 

Health 

(and Planning, 

Building 

Control  and 

Land Charges) 

EDDC – CAPS from IDOX   (CAPS also covers DC, BC and 

enforcement)   EDDC currently on Orbit agreement costing 

£68,619.65 Per Annum.  

South Somerset is also on Orbit Agreement £46,643.28 per annum  

The Orbit agreement is a rental.  Both councils could “buy out” of 

Orbit and one council would then purchase extra licences to cover 

all users; and migrate to a single instance of the database.  The ROI 

is no more than 2 years. 

The CAPS offering includes a competitive buy out of EDDC’s land 

charges system (currently costs £9,700/year) and provides the 

public access product for SSDC and all licences for SSDC. Note: 

SSDC already use the CAPS system for Land Charges 

Current total yearly charge  £124,963 

Expected new yearly charge £30,000, a saving of £94,963/year. 

CAPS is used at South Somerset for the DC, BC and Land charges 

operations. 

 Flare…(£15,000) for moving all EH operations at EDDC onto the 

SSDC systems would cost: 

- Capital £35-38K 

- Increased revenue £10K 

As Flare is also used for licensing a careful review of the systems 

will be needed to determine the best selection for sharing for both 

councils. 

Capital 

£160,000 

 

Revenue 

savings 

£94,000/year 

 

 

 

 

 

 

Revs and Bens East Devon  -Academy from Capita   (£40,000/year) 

South Somerset –e-revenue and e benefits from Northgate 

(£67,000/year) 

To migrate both councils to Academy, Capita  has proposed: 

  Single instance of the system running at one site 

 Fixed capital cost of around £180,000 

 a new NDR solution for replacing the aged  Civica systems 

Capital 

£180,000 

 

Revenue 

Savings 

£86,000 per 

year 
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at both councils.  

 Would reduce total revenue costs for support across the 

two councils by about £86K a year 

To migrate both councils to the Northgate system Northgate have 

proposed: 

 No capital outlay , pay same as EDDC cost each year ie 

£40,000 but a 5 year contract 

 Reduced yearly support charges  (not defined) 

 Provision of other modules including Self Serve, eCapture, 

Performance Management and the Shared Service Layer. 

Other elements included a competitive buy-out of the NDR and 

Document Management systems. 

 

 

 

 

 

Capital £0 

Revenue 

savings £0 

Legal and 

democratic 

services 

There is no case management system at East Devon.  South 

Somerset use Solcase. 

Awaiting indicative costs from Solcase to include two councils 

under the same system  

 

Licensing EDDC – Lalpac  (£14,500/year rental). Proposed to extend licence 

to SSDC and raise costs to a total of £18,420 for the two councils.  

Data migration will be required but this may be a manual exercise. 

 

SSDC- Flare (£15,000) Awaiting information from .Civica. Note: 

SSDC has invested in back office systems (connectors and 

development). 

Note:Flare system also used by Environmental Health. 

Capital £2500 

Potential 

saving of 

£11,000 

 

 

Public spaces Both use DTE from MCPC although only East Devon has fully 

populated it with data. No cost yet for a single DTE system. 

EDDC also has a waste management system using Lagan  

 

Customer 

Services 

Centres and 

web channel 

East Devon – Lagan system with e-forms framework (£24,000) 

South Somerset – Northgate CRM (£25,000) 

SSDC are planning to replace the Northgate CRM with internally 

designed web forms. 

Lagan is highly regarded at EDDC and forms the hub of customer 

interactions with the CSC and web and has a framework for 

 

 

 

 

Capital 
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development of forms.   Lagan are giving indicative costs of : 

- Licence cost  £40,000   but possibly extending licence to 

Enterprise version as “extra value” 

- Revenue £36,000 

- Migration and implementation £10,000. 

Northgate CRM system is planned to be replaced by a home- 

grown solution using e-forms.  This will save the maintenance 

revenue paid to Northgate but require internal development 

resources to develop and maintain. 

Both councils use the McFarlane call management system and 

Philips telephone switch in their call centres.  Both systems would 

need to remain in place but should link up to enable overspill of 

calls.  The McFarlane system integrates with Lagan.  McFarlane are 

quoting 

- Capital of £10,000 to link systems 

 

The web site is an important cost effective channel and both 

councils are trying to make best use of it: 

EDDC uses an old version of Obtree as a content management 

system (CMS) and is looking to update to enable integration with 

the latest Microsoft development tools. 

SSDC have recently changed to an “open source” CMS which does 

integrate with Microsoft.  Disadvantage is that it may be too 

technical for many to use to update the website. 

 

£50,000 

Revenue 

savings 

…based upon 

planned 

home-grown 

solution £0 

 

 

 

Capital £0 

Savings £0 

 

 

 

Capital 

£10,000 

Savings £0 

 

 

 

7. Timescales 

Many business cases will have ICT services as a dependency for their systems, communication and 

information needs.  It seems a requirement to have the basic network infrastructure operating as 

close to April 2011 as possible (ideally before). With procurement cycles and potentially new 

technology deployed it is expected that a rapid set up would take about 6-8 months if sufficient 

external resources were applied.  

ICT can begin operating as a shared service at some level from April 2011.  The identified business 

processes (Strategy, Information Security etc) will feature heavily in how the service will operate. 
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Individual system migrations can be dealt with as separate projects once the basic network and 

server architecture is in place and  this extensive change needs to managed as a  single programme 

of work (similar to the e-gov  programme)  to avoid resources clashes. 

8. Costs 

8.1. Costs ICT 

The staff cost of the combined ICT service will depend upon the management structure option 

taken.  With no capacity changes the costs are simply the current combined totals. 

 Cost of 
Service 
Delivery 
(£,000) 

South Somerset 
ICT and spatial 

East Devon ICT 
(exc. Doc 
centre) 

Combined Total Proposed new ICT 
service 

Salary and 
wages 

541.5 527.3 1068.8 1068.8 

On costs 
 

121.7 (22.5%) 126.7 (24%) 248.4 248.4 

Total 
 

634.4 654.0 1288.4 1288.4 

Note: differences in recharges and accounting make it difficult to carry out a like for like comparison 

and more work is needed. 

Customer services at SSDC provide the service for Revenues and Benefits whereas at East Devon 

these are provided within Revenues and Benefits. 

Cost of ICT Structure – based on 2010/2011 salary budgets in August excluding training, travel and 

allowances: 

Note: does not include or account for: 

-   staff costs at South Somerset outside of the ICT or spatial systems budgets eg for street 

name and numbering  

-  head of service,  director or assistant director costs 

- any grade adjustments 

-  differences in recharging and accounting methods 

Non staff costs 

It is difficult to assess at this stage how non-staff costs are going to be affected in the short term as a 

result of combining the networks. .From the comparison of infrastructure contracts (appendix 5) 

there appear to be opportunities for saving through extension of licences, standardisation on 

cheaper products, or simply getting economies of scale through using a single vendor. With the 

shared service starting operation in April 2011 it is unlikely that savings will appear in the first year 

due to contract timings and procurement processes 
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 Cost of 
Service 
Delivery 
(£,000) 
 

South Somerset ICT 
and Spatial 

East Devon ICT 
(exc. Doc 
centre, inc 
comms 

Combined Total Proposed new ICT 
service 

Year 1 643.3 456.3 1099.6 1099.6 

Please note that costs are taken from ICT cost centre budgets. Cost comparisons for running the 

service are difficult to assess due to different accounting processes and recharging mechanisms. 

These figures do not include IT software and hardware sitting outside of ICT within service budgets.  

This is estimated to be in the order of £414,000. 

Costs of implementing the shared ICT service.   

Item / Description 
Estimated 

capital Cost (£k) 

Network link (may be offset by moving both WANs to a single vendor and 
reducing overall WAN and internet costs) to connect councils together 
 

50 

Consultancy and project management for merging the councils’ Microsoft 
networks 

50 

Extension of licences to enable migration to single products, mainly security and 
network management  
 

30 

Purchase of Microsoft Enterprise Agreement for EDDC…brings investment 
forward by 1-2 years in order to match up licence versions with SSDC.  New 
security products available as part of the MEA will allow products currently used 
to be dropped and costs saved. E.g. antivirus, firewalls, proxy server. 
 

250 over 3 years 
(investment 

would be 
needed in 2 
years time 
anyway) 

Potential…Desktop video conferencing using Microsoft Office Communicator.  
This will also aid hot-desking, remote and homeworking and potentially reduce 
travel. 
 

45 

Combining two networks that both need upgrading provides an opportunity for 
the use of new technology that will make implementation faster and, in the 
longer term, enable cost reductions in ICT resources. 
 
Virtual desktop infrastructure (VDI) and the “thin app” technology that runs on it 
is starting to be used by other councils in similar situations.   SSDC have already 
run a successful pilot (albeit limited by the Novell infrastructure) and are looking 
to create a business case for the investment. 
 
The traditional use of PCs and “fat clients” is always possible.  It is a well trodden 
path but comes with its own costs, mainly associated with procurement, 
support, security and management of the PC fleet and deployment of the 
software. 
 VDI solves a number of issues including extending the life of over 400 PCs for a 
few more years.  It enables further centralisation of the ICT service as well 

450 
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providing secure remote and mobile working capabilities. 
 
 VDI would be the foundation of the ICT services for the next 5 years leading up 
to the time that the “government cloud” is expected to make an impact. . In 
effect, it creates an “internal cloud” and makes it much simpler to look to 
outsourcing of infrastructure components and a “pay as you use” structure if 
desired. 
 
 Once operational the new technology will enable reduction in the ICT support 
requirements. At this stage it is too early to determine by how much. 
 
One data centre will need to be selected from which to run these services and 
the other data centre will become the disaster recovery and data recovery 
mechanism. 
 
This major decision requires a separate business case to compare the two 
methods of deploying and managing the joint network of the two councils. 
 

 

8.2.  Costs - Customer Service Centres 

 SSDC 

£000 

 

EDDC 

£000 

Combined 
Costs 

£000 

Proposed new 
service £000 

Salaries 417.9 279.5 697.4 687.6 

Other Direct Costs 50 30 80 67 

Total Direct Costs 467.9 309.5 777.4 754.6 

Please note that costs are taken from cost centre budgets. Cost comparisons for running the service are difficult to assess 

due to different accounting processes and recharging mechanisms Note: Customer services at SSDC provide the service for 

Revenues and Benefits whereas at East Devon these are provided within Revenues and Benefits. 

SSDC has identified staff savings and other savings for next year of £19,800.  There may be further 

opportunities to reduce capacity if the “virtual” contact centre enables peak loads to overspill to the 

other council. 

Cost for implementation of the shared service: 

Item / Description Cost (£k) 

Linking in of the two call systems to form a single virtual call centre…contingent 
on sufficient capacity available in the network link. 
 

10 

Convergence on a single CRM system and web forms system.  Depending upon 
the system used it could cost £50,000 of capital if Lagan used. If internally 
designed system then costs would be internal development staff costs. 
 

Potentially 50 
depending on 

system 
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8.3. Costs - Document Centre operations (Print, Post and Scanning) 

The costs have been split out in more detail to attempt to show the differences in operation 

between the two councils. Trying to create a cohesive picture is difficult as spend is held under 

different lines in budgets held by different cost centres. The best estimates, which come with a 

significant “health warning” are: 

 SSDC 

£000 

 

EDDC 

£000 

Combined 
Costs 

Estimated 
shared service 

costs 

 Doc 
Centre 

Rest of 
council 

Doc 
Centre 

Rest of 
council 

  

Salaries 148.5  178.5  327 310 

Other Direct Costs 144.4 0 126.4 0 270.8 270 

Postage costs  258.80 134.3 58.3 451.4 425 

External design and 
print costs 

0 118.2 70 37.1 225.3 200 

Total Direct Costs 292.9 377.0 509.2 95.4 1274.7 1205 

TOTAL 669.9 604.6 1274.5 1205 

Please note that cost comparisons for running the service are difficult to assess due to different 

accounting processes and recharging mechanisms.  This is especially true in this area of the business 

where many costs, such as postage are “zeroed out”. 

Some staff savings are already identified by SSDC and EDDC for next year and the other estimated 

savings are expected as a result of shared best practice and economies of scale.   

Costs of implementing the shared service: 

Item / Description Cost (£k) 

None 0 

 

9. Dependencies 

 Many other projects are dependent upon ICT creating a stable Microsoft network for 

communications and access to systems and files for users in both councils..  The ICT business case is 

dependent upon: 

-  South  Somerset migration to Microsoft  

- Availability of capital to make the necessary changes 

- Maintaining sufficient capacity in ICT for the medium term. 
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Appendix 1 East Devon ICT Structure (includes the Document Centre) 
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Appendix 2 South Somerset ICT Structure 

ICT Manager

Desktop Support and 
Helpdesk Team Leader

Projects Officer 0.6 FTE
First Line Support Officer

Helpdesk Officer
First Line Support Officer

First Line Support Officer First Line Support Officer

Admin Assistant 0.6 FTE

Infrastructure Support 
and Operations Team 

Leader

System Support Officer

System Support Officer

System Support Officer

System Support Officer 
(Ops) 

Street Name and Numbering 1 FTE in 

Property services

Mobile and landline phone mgt in 

Procurement

Application management primarily 

within Services

Assistant Director Director

Web and spatial systems 

GIS and Gazetteer Officer

Web and Technical 
development

Web and Technical 
development
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Appendix 3 East Devon ICT Infrastructure 
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Appendix 4  South Somerset ICT Infrastructure 
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Appendix   5     Infrastructure Contracts 

 

East Devon South Somerset 

Area 

Products Term ends at Supplier Cost product 

 

Term ends at 

 

Supplier 

 

Cost 

VMWare  VM Ware  Eurodata £5000     

Servers VMWare blades Begins Mar 2011 Eurodata £3,000     

Server room UPS Server room UPS 07-Sep-10 UPS systems £1,230     

Remote Access CAG Silver Maintenance begins 27 Mar 11 SeeTech £1,730 

Netilla 

March 2011 Blueloop £5000 

Remote Access – RSA 

Managed Service 

 Vistorm £4,550 

Remote Access – Citrix 

Subscription 

 Seetech £1,915 

Firewall 

ASA -  MS 0 

Checkpoint 

(managed service) 

Sept 2011 NTS £8,000 

Data Back-up 

systems 

Backup Exec Support 01-Aug-11 

Symantec Renewal 

Centre £5,291 

 

Back up 

Software July 

2010 

Hardware July 

2012 

NCE 

NCE 

£7,500 

£1,500 

Archive solution 

Zantaz EAS archiving not started 

Autonomy 

(estimated cost) £5,000  

   

SAN SAN June 2011 Eurodata £15,280 MTI EMC June 2015 MTI £8,000 

Disaster Recovery  

Recovery servers 31st March 2011 

ICM Business 

Continuity £8,452  

Dec 2011 ICM £27,000 
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East Devon South Somerset 

Area 

Products Term ends at Supplier Cost product 

 

Term ends at 

 

Supplier 

 

Cost 

Infrastructure AV ESET AV 4 July 2012 ESET £7,500 Infrastructure AV Nov 2011 NTS £8,500 

    Kaspersky Marc 2011 Kaspersky £900 

Network scanning WebEncript appliance 10 Feb 2011 Encription £2,000 Random storm Feb 2011 iStorm £7,000 

Encription Qrtrly Scans 10 Feb 2011 Encription £900     

Laptop encryption PGP Whole Disk 

encryption 24 Feb 2011 Bluefort Security £3,300  

   

AD File 

Monitoring Netwrix AD/File auditor 5 Feb 2011 Netwrix £400  

   

Device control Lumension AC/DC 19 Dec 2010 Bluefort Security £2,295     

Log file 

monitoring Kiwi Log File Manager 23 Feb 2011 Grey Matter £70  

   

Security Policy 

Netconsent 1 June 2011 

Nexus (Not exeter 

Nexus) £1,949  

   

E learning e-Learning Alliance 

Portal 12 Aug 2010 Jenison £5000  

   

Oracle 

maintenance 

Oracle Maintanance May 2011 Oracle £10000 Oracle Cedar dbase: June 2011 Oracle £1,500 

    Oracle maint  Oracle £38,000 

Oracle / SQL Support May 2011 Quantix £9450     

Email AV Messagelabs email Anti 

Virus June 2010 Star £6132 
 

   

Anti spam Messagelabs email Anti 

Spam June 2010 Star £2616 
GWAVA 

July 2011 Blueloop £3,600 

Content and URL 

filtering 

Messagelabs email 

Image Control June 2010 Star £2612 
8e6 appliance 

Aug 2011 NTS £7,000 
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East Devon South Somerset 

Area 

Products Term ends at Supplier Cost product 

 

Term ends at 

 

Supplier 

 

Cost 

Messagelabs email 

Content Control June 2010 Star £2600 
 

   

PABXs PABX March 2011 NEC-Philips £6264 
SOPHOS 

Various ( 7 

systems) 

Philips £31,700 

THG PABX 17/06/2015 South West Comms £174 
 

   

    
SOPHOS (at Octagon) 

 Phillips £2,292 

WAN 100mb Leased Line 

(silverdown) 12/08/2011 South West Comms £16,400 

WAN 

various CAN mostly £63,000 

100 MB to Honiton  BT £20,400 

ADSL and others  various £24,800 

Internet Access STAR 10meg Oct 2010 STAR £24,000 
20meg 

 Telstra £23,800 

Switch / Routers 

Support Intrinsic support 30 March 2013 Intrinsic £2478 
 

   

Telephone lines 

and calls Lines and calls with BT rolling BT £78,800 
 

   

Mobile Phone 

Contracts and 

calls 
311 accounts  

Orange – main 

account: 291 

Vodafone 20  
270 users 

Vodafone main 

account via a 

reseller 

Outsourcer 

  

Microsoft None - - - New MEA (Microsoft 

Enterprise Agreement) 

 3 years SCC About £90,000  
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East Devon South Somerset 

Area 

Products Term ends at Supplier Cost product 

 

Term ends at 

 

Supplier 

 

Cost 

Agreement 

Appendix 5  Business Software Applications 

Business Software 

East Devon 

 

South Somerset 

Area 

 Term ends at Supplier Cost 

 

Terms end at 

 

Supplier 

 

Cost 

Print solution Paris  Xcel £3000     

Concessionary Fares 

(ETC) 

 31/01/2011 ESP Systex £5110     

Performance 

Monitoring/Risk 

Management 

SPARnet 27/09/2010 NexusOS £2759 TEN June 2011 Hitec Labs £1,800 

SSL Certificate   Geotrust £119     

Grounds DtE Grounds  MCPC £5,000 
DTE 

Dec 2010 MCPC £2,500 

Cash Receipting ACR March 2011 Capita £750     

Income Management AIM March 2011 Capita £1,200     

Sheltered home 

alarms 

PNC6 - Tunstall £16,420     

HR and Payroll Trent June 2011 Midland £20,500 Trent Apr 2011 

 

Midland 

 

£13,000 

 

    Trent - carplan Apr 2011 Puma £4,000 

Report Writing  Business Objects 

(all council) 

August 2010 Trusted BI £4,700 Various inc Business 

Objects 

- - - 

Finance Financial June 2011 COA £27,000  Feb 2011 COA Solutions £13,500 
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Business Software 

East Devon 

 

South Somerset 

Area 

 Term ends at Supplier Cost 

 

Terms end at 

 

Supplier 

 

Cost 

Management 

BACS BACSActive  Accountis £2,524     

Banking LloydsLink  LTSB £540     

Housing Management Northgate Ohms Oct 2010 Northgate £6,150     

Car Parks Si-Dem  SPUR   Aug 2011 

 

Chipside 

 

£2,250 

 

Aslan 31/07/2011 Metric Group £3,500   Parkeon £7,000 

Choice Based Lettings NovaLet  Abritas £11,000     

Insurance Lachs 2000  JCAD £1,161     

Assets IPF 

AssetManager.Net 

28th Feb 2011 

 

IPF £4,500     

Software licence 

control 

Phoenix Dashboard Apr 2011 Phoenix Software £780 Prism  Solutec £2,040 

Call Centre Macfarlane  Lagan £9225 Mcfarlane  McFarlane Shared cost with 

EH system 

Licensing LalPac (Licensing) April 2013 LalPac £14,494 Flare  Civica  

Electoral Reg Electoral: eXpress 1/05/2011 Xpress £9000     

CRM Lagan CRM April 2012 Lagan £25883 NorthgateCRM  Oct 2010 Northgate £25000 but likely 

to be allowed to 

lapse 

Web tools ReadSpeaker 

ProReader 

1 April 2011 VoiceCorp Limited £800     

BC submission BC – Submit a plan March 2011 Resolution £2050 In house In house In house In house 

Environmental Health CAPS EH March 2011 IDOX on a lease 

agreement 

£68,619 Flare March 2011 Civica £15,000 

DC and BC CAPS DC & BC 

 

CAPS March 2011 IDOX on a lease 

agreement 

£46,600 
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Business Software 

East Devon 

 

South Somerset 

Area 

 Term ends at Supplier Cost 

 

Terms end at 

 

Supplier 

 

Cost 

Landcharges 

 

MIS6  Headway £11,208 I 

GGP – LLPG 

Maintenance 

 March 2011 GGP Systems £3,500 

Planning web access CAPS PA  IDOX £8571.50 – 

but within 

orbit 

agreement 

above. 

In house In house In house 0 

Document 

Management System 

(EDMS) 

Comino October 2010 Civica £21,000. Comino Mar 2011 Civica £92,000 

Legal -- - - 0 Visual Files Apr 2011 VisualFiles £1,700 

Revenues & Benefits Academy 

 

 

 Capita £39,404 Revs Sept 2011 Northgate £27000 

Bens 

March 2011 

Northgate £40,000 

NNDR NDR Feb 2011 Civica £10000  June 2011 Civica £16,000 

GIS Main mapping ArcMap April 2011 ESRI £12,050 ArcMap Out of support ESRi -0 

GIS Specialist tool  April 2011 FME £340   FME £340 

GIS Address searches  April 2011 PAF clicks to OS £1500   PAF clicks to OS £1500 

GIS Geological data  April 2011 BGS £480     

GIS Historic maps  April 2011 LandMark £250     

ICT Helpdesk Touchpaper Out of support - 0  Oct 2009 Solutec £6,796 

Intranet Sharepoint Not supported - 0     

CMS Obtree Not supported OpenText 0 Umbraco Not supported Umbraco 0 

Domain names  various STAR £199  various Telstar Europe Ltd 

Tucows Inc. 

? 
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Appendix 6 Current Customer Service Organisations  

      SSDC          EDDC 

  

 

              

Senior Resolution 

Assistant (1 FTE) 

 

4 Resolution Assistants 

(2 FTEs)

 

1 Courier

(1 FTE)

Customer Advisers (13.50 

FTEs) 

 

Customer Adviser Team 

Leader (1 FTE)  

 

Customer Focus Support 

Manager

1 Receptionist 

(1FTE)

 

Printer (1 FTE)

 

 

Chief Exec 

Customer services Team Leader 

Customer Service Agents (CSA) 

12 staff 9.66 FTE 

 

 

Customer Services Manager  

Director 
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Appendix 7 Possible Customer Services Organisation 

 

Customer Advisers (13.50 FTEs)  

 

Customer Adviser Team 

Leader

Customer Focus Support 

Manager

1 Receptionist (1FTE)

 

Shared Leader

 

Customer Services Manager

Customer Services Team Leader

10 CSAs, 7.66 FTE
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Appendix 8 Current Organisations for Print Post and Scanning 

Senior Resolution 

Assistant (1 FTE) 

4 Resolution Assistants (2 

FTEs)

 

1 Courier

(1 FTE)

Customer Advisers (13.50 

FTEs) 

 

Customer Adviser Team 

Leader (1 FTE) 

 

SSDC Customer Focus 

Support Manager

(1FTE) 

1 Receptionist (1FTE)

 

Printer (1 FTE)

 

EDDC Document Centre Manager

Document Specialist

2 staff, 1.8 FTE

Assistant Operations 

Manager

Scanning Specialists

 2 FTE

Publishing Specialists

2 staff, 1.5 FTE 

SSDC Procurement Officer

 

 

 


