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Socitm’s new Resource Hub brings together 

all our publications, as well as a selection 
from third parties, into one searchable site.

For all of Socitm's information and guidance on 
coronavirus, visit socitm.net/coronavirus

socitm.net/inform/resource-hub

https://socitm.net
http://socitm.net/coronavirus
http://socitm.net/inform/resource-hub


Time to reset, reform and recover. 
President’s Week 2020, 8-12 June

Socitm has transformed its President’s Conference into 

President’s Week, a series of virtual events running from 

10.45am each day from Monday 8 to Friday 12 June.

Monday 
8 June

Socitm President Sandra Taylor welcomes delegates and takes 
part in a panel discussion on how local government has responded 
to Covid-19 with Kurt Frary (Socitm), Tony Colson (Sense) 
and Jane Walton (Dudley Council).

Tuesday 
9 June 

Socitm’s incoming President Sam Smith introduces a session on 
healthy and well communities, with Lorraine Foley, chief executive 
of the Professional Record Standards Body providing a keynote 
on improving health and care information. 

Wednesday 
10 June

Socitm’s director of policy and research Martin Ferguson 
discusses ethical use of emerging technologies and data, with 
William Barker, the society’s associate director, leading 
a workshop on digital ethics and coronavirus. 

Thursday 
11 June

Socitm Vice-president Alison Hughes introduces a session 
focused on modernising ICT and service delivery, 
including a panel discussion with Adam Thilthorpe (BCS), 
Enza Iannopollo (Forrester), Jo Miklo (Leeds City Council) 
and Mark Nicholas (NHS Digital).

Friday 
12 June

Socitm’s director of leadership development and research Nadira 
Hussain will introduce a session on service design and retaining 
new ways of working. This spring’s Top Talent cohort will share their 
experiences of the programme.

Register online: bit.ly/2To51VA

https://bit.ly/2To51VA


President’s 
letter May 2020

How we’ve taken

remote control 

While all public sector organisations will have 
done some work on remote working, the 
coronavirus crisis has catapulted us into providing 
this for everyone. The challenges of the last 
few weeks have been two-fold: mobilising the 
workforce to work remotely while at the same 
time continuing to provide critical services to our 
community against the backdrop of constantly 
changing challenges and urgent requirements.  

From an IT perspective, we have had to scale 
up homeworking arrangements significantly. 
This has meant extending remote access to 
the network, providing equipment that allows 
people to work from home, changing working 
processes and giving staff training and support.

Local authorities have also been under significant 
pressure to support their communities. We have 
been putting in support for vulnerable people, 
those in care homes and the homeless, as well 
as coordinating help for small businesses. We 
have worked with our colleagues in the NHS, 
the police and other services to ensure that 
communities are safe and that we are meeting 
their ever-changing demands. And it’s easy to 
forget that we are also maintaining our usual 
services – people still need their bins emptying. 

In Dudley, we initially focused on increasing our 
capacity to allow people to work remotely and 
from home. We put in a new solution in a matter 
of days to scale up remote access to the network, 
then had to run a massive publicity campaign 
to encourage staff to sign up to the new system 
and to get those who don’t normally work from 
home up to speed, including helping people to 
access the network from their own equipment. 
We also had to make sure that staff understood 
the tools we have available such as Webex, which 
people have really taken to – so much that we 
have had to expand our number of licences. 

We initially had problems with obtaining 
additional laptops as the supply chain was 
disrupted, but nevertheless several hundred have 
now been deployed. We’ve also had difficulties 
sourcing headsets – these too have started to 
come through. Mobilising staff to work from 
home resulted in a tsunami of support calls 
and additional technical staff were deployed 
to the support desk to address this need. 

Dudley has a digital mailroom, so we ran 
campaigns to encourage staff who were not yet 
using the facility to direct their outgoing post 
via this service, as well as promoting the use 
of electronic messaging to our customers. We 
worked with our marketing colleagues to provide 
relevant and evolving information on our website 
and intranet, as well as developing additional 
online forms for services that are evolving rapidly, 
such as applications for the Small Business Grant 
Fund. Services within the council have adapted 
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rapidly in their support to the community, and this 
has necessitated new telephone lines, hunt-groups 
and interactive voice systems to be set up rapidly.  

The health and wellbeing of our staff is paramount, 
and we provided advice to homeworking staff 
on how to sit correctly and generally work in 
a safe way, including the option for additional 
equipment such as monitors, keyboards and mice.  

Given payment card industry requirements 
on customer-not-present telephone payments 
and homeworking, we have ensured these 
can all be made online through the automated 
payment system or by alternative mechanisms. 

Our physical print unit remains viable, but 
we have introduced social distancing and 
implemented shift working to ensure the 
operation can continue, as well as business 
continuity arrangements should its running 
be compromised. And we’ve run publicity 
campaigns to ask the public to use our online 
services rather than picking up the phone. 

I initially went into quarantine as my daughter 
works in the accident and emergency department 
at the local hospital, but I have nevertheless 
been able to fully run my service from home. I 
have my virtual telephone and we use Webex 
and Microsoft Teams constantly. We’ve amended 
how we run things, such as using short half-
hour stand-up meetings, online chat functions 
and even virtual coffee breaks. I still have a 
very small skeleton staff in the council’s offices 
dealing with physical equipment and operations, 
but about 95% of my staff are now working 
from home successfully. Across the council, 
everyone who can work from home is doing so. 

Overall, staff are working productively and 
efficiently from home, with the various digital 
tools enabling workshops, collaboration, training 
and even the successful induction of staff who 
have joined us during the crisis. Performance 
management of staff who are completely 
working from home does need consideration 
to ensure that they are appropriately 

monitored, with outputs measured. It is not 
that councils were not doing this before, just 
that doing it for nearly everyone is different.  

In addition to this, we are supporting the mental 
health and wellbeing of our staff who may miss 
the social engagement aspect of office-working 
and feel isolated by working from home, ensuring 
everyone continues to feel part of the team 
and nobody feels they are getting left behind. 

I genuinely think that at the end of this, our 
councils will be different – and I think that’s a 
good thing. We have catapulted staff into the 
digital age over the last few weeks: you need 
to be paper-free, you need to have your own 
portable equipment and you need to have 
processes in place that allow you to work virtually. 
People have had to embrace the tools we’ve 
put in place over the years – it’s the ultimate 
demonstration of how we can work differently. 

If there are difficulties, the answer is not to 
go back to what we were doing before, but 
to look for solutions to help people manage 
their staff working remotely. We’ve mobilised 
the workforce and people are working from 
home, so now we need to work out how to make 
them more effective and more comfortable. 

Not ignoring the huge human cost of coronavirus, 
I think there will be a silver lining at the end 
of this. What is happening is probably the 
most seismic change in modernising the 
public sector any of us have experienced, 
and after three months staff will not want 
to go back to how they worked before. 

When we emerge from this, from an 
IT, modernisation and transformation 
perspective things will be better.

Sandra Taylor 
Socitm President
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Socitm reshapes events,

services, resources and training 

Events go online 

The President’s Week replaces the 
President’s Conference that had 
been planned to take place on 9 
and 10 June. It will offer a series 
of daily online sessions running 
from Monday 8 to Friday 12 June. 

“Our Socitm community is of 
primary importance to us. To use 
this community strength and 
build on it, we’ve worked with 
members and partners to move 
our schedule of events online. The 
Socitm community, wherever we are, 
can keep connected even though 
we’re not together in person,” said 
Poppy Whelan, Socitm’s head of 
membership and events. “There 
are no limits to when and how 
we can learn and now, more than 
ever, it feels timely and necessary 
to share our experiences.” 

Although it was not possible to run 
the Share Cymru event planned for 
Cardiff on 19 May, Socitm’s regional 
groups in the East of England, East 
Midlands, London and South and 
Yorkshire and Humber have already 
held Share Local events online. In 
June, groups in the north-west, 
south-west and West Midlands plan 
to join them (see back cover). In the 
interest of greater collaboration, 
these events have been made 
open rather than being restricted 
to members from that region. 

Decisions on whether to hold 
two Share National events 
this autumn, in London on 24 
September and in Manchester on 
21 October, physically or virtually 
will be made nearer the time. 

Meanwhile, as a way to connect 
members with partner companies, 
Socitm is running online hour-long 
collaboration café events taking 
place at 11am on most weekdays. 
Each event, held using Cisco’s Webex 
platform, allows participants to 
discuss specific issues with a partner.  

Support and offers 

The events are part of a range of 
support the society has set up for 
its members, all of which can be 
accessed through a coronavirus hub 
page on its website. This includes 
a free advice service for all those 
working in local government and 
partner organisations provided by 
Socitm colleagues. Requests can 
be made through a dedicated email 
address – askadvisory@socitm.net – 
with specialist, independent and 
practical advice provided 
through calls.  

In collaboration with ICT trade 
association techUK, Socitm is 
collating current offers of support 
from suppliers. These cover 
volunteering and supporting the 

vulnerable; managing demand; 
remote working; e-forms; 
scaling support; digital health; 
cybersecurity; and education 
and skills.

Among the 24 offers on remote 
working, Kahootz is providing three 
months free use of its collaboration 
platform for up to 100 people. Also, 
IBM and Cisco are offering free use 
of the Webex videoconferencing 
platform to staff and volunteers of 
schools, charities and not-for-profit 
organisations during the pandemic. 
The association’s head of local public 
services Georgina Maratheftis will 
organise introductions as required. 

Relevant resources 

Over the last few months, Socitm has 
been working to develop a Resource 
Hub on its website. This provides 
access to all Socitm publications 
and a wide range of other topical 
content on specific themes and 
topics. It can be searched by 
content type, policy theme, topic, 
date or with a free-text search. 

The Resource Hub includes a 
collection on ‘Harnessing data’ 
which has a particular heightened 
relevance to data sharing during the 
pandemic. Developed jointly with 
Jisc and Splunk, the collection spans 
12 topics providing practical insights 

Socitm has transformed what it offers members to help them 
respond to the coronavirus pandemic. The society has moved 
events online, established a range of advice services and 
carried out work to support virtual council meetings.  
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Socitm’s events: 
socitm.net/events

Collaboration café event:  
bit.ly/2zU2fAJ

Coronavirus hub: 
socitm.net/coronavirus

techUK’s supplier offers for 
local authorities (spreadsheet):  
bit.ly/techuk-covid-19-local- 
gov-offering-of-support

Resource hub: 
socitm.net/inform/resource-hub

Harnessing data collection: 
bit.ly/2LKxCjH

Remote council meetings: 
bit.ly/3bPGeAi

Covid-19 digital and ICT impact 
survey: bit.ly/2ZngLvw

Socitm’s international partners: 
bit.ly/2zZ3yhx

Leadership programme: 
socitm.net/lead

 Read more and inspiration for achieving better 
public service outcomes. Other 
collections cover advice, guidance 
and practical examples on running 
‘Remote council meetings’ and ‘Place-
shaping: success stories of digital’ 
with a particular focus on local 
authority responses to the pandemic. 

Socitm, together with Advisory and 
its international partners the Linked 
Organisation of Local Authority ICT 
Societies and Major Cities of Europe 
group, is running a Covid-19 Digital 
and ICT Impact Survey. This aims to 
provide organisations with insights 
on adapting to the new ways of 
working and digital tools that are 
needed during lockdown and in the 
transition back to ‘normal’ working.  

“The survey results will allow local 
authorities to filter responses 
by location, sector, size and 
more to enable them to not 
only  gain an insight into what 
similar organisations are doing, 
but also a global insight into 
the challenges other types of 
authorities and businesses are 
facing and how they are adapting,” 
says Martin Ferguson, Socitm’s 
director of policy and research. 

Virtual leadership 

Although Socitm has had to 
cancel several planned leadership 
programmes due to the restrictions 
imposed by the pandemic, it is 
trialling a virtual contribution to days 
three and four of the current Top 
Talent programme. This will see the 
current Top Talent cohort presenting 
their project feedback on the last 
day of the online President’s Week 
conference on Friday 12 June. “We 
will use this opportunity to review 
how we deliver our programmes 
going forwards,” says Nadira Hussain, 
Socitm’s director of leadership 
development and research. 

She adds that Socitm has worked 
with its training partner QA to devise 
a ‘Virtual leadership’ programme 
to help managers and leaders cater 
for the wholesale changes involved 
in managing their workforces 
remotely. This programme will help 
managers understand and respond 
to their staff’s health and wellbeing 
needs, keep them motivated and 
feeling connected as part of a team 
and manage their performance 
remotely. The programme is 
due to be piloted shortly. 

Anti-coronavirus: what Socitm is doing 

 › Offers of support from 
suppliers collated 
with techUK 

 › Resource Hub focuses on 
ways to tackle pandemic 

 › Virtual leadership 
programme being 
devised with QA

 › President’s Conference 
becomes online President’s 
Week, 8-12 June 

 › Share Local events go 
virtual and open to those 
from other regions 

 › Collaboration café events 
running with Socitm partners  

 › Free phone-based 
advice service for local 
government and partners 
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Set defaults and provide advice 

on videoconferencing, says NCSC  

NCSC guidance on video 
conferencing for organisations: 
bit.ly/2Wx6OcQ

Zoom security and usage update: 
bit.ly/2Z7A7EO

 Read more 

Organisations should establish 
secure default settings for 
videoconferencing and provide staff 
with security advice, according to 
new guidance from the National 
Cyber Security Centre (NCSC). 

Use of videoconferencing has 
hugely increased as a result of 
government requirements to work 
at home during the coronavirus 
pandemic, with many organisations 
using video as a substitute for 
face-to-face meetings (see main 
feature, p14). Microsoft says 
use of its Teams service, which 
includes videoconferencing, has 
increased from 32 million daily 
active users in early March to 
75 million at the end of April. 

Another service, Zoom, says its 
number of daily meeting participants 
rose from a maximum of 10 million 
during 2019 to more than 300 
million in April 2020, although 
people can be counted more than 
once if they take part in more than 
one meeting in a day. But there 
have been concerns over security, 
with Zoom working to improve its 
performance on this and cases of 
people crashing videoconferences 
using a range of platforms 
with abuse or pornography. 

The NCSC published a set of 
guidance on using online video 
services securely on 21 April.  “You 
should aim to set company-wide 
defaults and controls where 
possible,” it said, although it added 
that these defaults would vary. 

It also recommended that 
organisations provide security 
advice for staff, including to consider 
blurring their background or using 

a background image for privacy 
at home, learning how to check 
if webcams are active and “to 
treat the details explaining how 
to join the meeting as if it is as 
sensitive as the meeting itself”.  

NCSC said that unauthenticated 
users should be required to enter 
a passcode and be held in a virtual 
waiting area or lobby to be manually 
checked in to a video meeting. 
However, it added that external 
guests who had been specifically 
invited, along with those inside 
the organisation, could be allowed 
to join a meeting by clicking on a 
link or entering a meeting code. 

But Jonathan Lee, UK public sector 
sales director for security supplier 
Sophos, said he would go further 
on external users: “I would suggest 
putting them into a lobby area so 
you can check them one by one.” 
He added that the NCSC advice 
was generally “very sensible”, such 
as on using encryption and virtual 
private networks, considering 
where data such as call recordings 
are stored and taking care 
over file and screen-sharing.  

Lee said that the company’s local 
authority customers have been 
doing a good job of securing a 
greatly expanded number of 
homeworkers. Many have been keen 
to extend flexible working, so had 
already developed secure technology 
systems to support this: “A lot of 
organisations have people who 
are used to doing this on a regular 
basis, others from time to time.” 

But security problems can arise from 
those staff who have been pushed 
into homeworking by coronavirus. 

Lee said local authorities can help by 
making it easy for such employees 
to get started; baking in security 
procedures and technologies such 
as patching and protection; and 
using secure connections. Sophos 
and other suppliers provide training 
on phishing attacks, which Lee 
says now include ones based on 
coronavirus, which can include 
sending staff a harmless phishing 
email, tracking who responds and 
offering them extra training. 

Lee said that use of council-issued 
devices makes it easier to implement 
protection such as encrypting 
hardware – more important outside 
the office where items are more 
likely to be lost or stolen – and to 
comply with data protection rules: 

“The ideal is to get an authority-
owned device in their hands.” If 
staff do have to use their own 
hardware, the authority should 
insist on the use of security software. 
However, organisations that make 
it hard for employees to do their 
jobs with authorised systems can 
see a growth in use of ‘shadow IT’, 
where people invent workarounds 
that bypass secured systems. 

It also makes sense for local 
authorities to check what they 
have already set up. “Some 
of this stuff’s been done at 
breakneck speed,” said Lee. 
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Local authority grant payments 
to small businesses:  
bit.ly/2LJjJlG

BBC report on increased 
library use: 
bbc.in/2z2dfMp

Guardian article on new 
library services: 
bit.ly/2LIGfve

Orkney Library Lego challenge: 
bit.ly/3cLUXxc

Worcestershire digital 
library services: 
bit.ly/3bLzGCu

Suffolk ‘ask a librarian’ service: 
bit.ly/3g2dFmu

Libraries Connected list 
of online library services: 
bit.ly/2WKnYDS

Councils shift to digital

to cope with coronavirus 

Local authorities across the UK have 
accelerated digital transformation 
work to allow them to keep 
providing services during the 
coronavirus crisis, despite many 
staff having to work from home. 

Norfolk County Council took 
advantage of its existing Smarter 
Working Transformation Programme, 
which had involved a test in 
February of 3,500 staff working 
from home. This meant it was 
well-prepared to cope with more 
than 5,000 doing so in late March.  

To help staff adjust, Norfolk 
allowed them to claim up to £250 
for equipment and established 
a ‘drive through’ facility at County 
Hall for those who needed to 
collect new computer hardware. 

“I have been really impressed 
with everyone’s flexibility and 
can-do attitude,” said Geoff 
Connell, director of information 
management and technology 
and former Socitm President, in 
an article for In Our View (p36). 

Dudley Council similarly expanded 
its remote access system, 
established a publicity campaign 
to help staff set up homeworking 
and then dealt with what Sandra 
Taylor, the council’s head of digital 
and ICT services and Socitm 
President, described as “a tsunami 
of support calls” (President’s 
letter, p4). She added: “We have 
catapulted staff into the digital 
age over the last few weeks.” 

Councils across the UK had to 
administer newly-established 
government grants to small 
businesses. In England, the £10,000 
grants, rising to £25,000 for those 

Read more 

in retail, hospitality and leisure, 
were allocated automatically 
based on those which already 
qualified for rates relief. 

Local authorities had to verify 
eligibility for the grants and many 
established online forms to do 
so. By 10 May, they had processed 
payments worth more than 
£9.1 billion covering more than 
742,000 business properties. 

Some authorities have established 
specific new digital services to help 
people cope with the lockdown, 
including platforms to co-ordinate 
volunteering, online mental health 
services and online video workouts 
(Nations and regions news, p13).  

Library services have seen sharp 
rises in demand for existing digital 
services such as audio and e-book 
borrowing. Libraries Connected, a 
charity that supports public libraries 
in England, Wales and Northern 
Ireland, told the BBC that loans of 
online material were up an average 
of 63% in March compared with 2019, 
and that 120,000 people had joined 
library services in the three weeks 
after physical libraries were closed.  

The Local Government Association 
said Hampshire saw a 770% 
increase in new digital users, 
Cornwall a 630% increase and 
Hertfordshire a rise of 332%.

Although it welcomed a £1,000 grant 
for each of the 151 public library 
services from Arts Council England 
to buy more digital resources, the 
association said libraries estimated 
they would need an extra £5m 
to meet the extra digital demand 
generated by the lockdown.  

Surrey Council said new library 
memberships had nearly doubled, 
downloads of books, comics and 
magazines had increased by a 
factor of 10 and there had been 
7,200 views of its first two Digital 
Rhymetime sessions on Facebook.  

Orkney has set Lego-based 
challenges on social media, 
Worcestershire has streamed 
poetry readings and craft sessions 
and Suffolk has established 
an email-based ‘ask a librarian’ 
service. Other library services 
have set up online reading and 
book groups and coding clubs. 
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Inform
update 

We’ve been busy!
Socitm Inform’s recent reports include Public sector global 
technology trends 2020, produced with international 
partners Algim, Lola and Major Cities of Europe, focusing 
on artificial intelligence, the Internet of Things and cloud 
computing. A look at 2019’s Top Talent cohort discusses 
the benefits and challenges they experienced. 

Briefings include a discussion of what councils can learn from 
those who did well in providing clear, concise and important 
information during last year’s general election, and the third 
part in a series on how to implement a computer system.  

To access all Socitm publications visit: 
socitm.net/inform/resource-hub
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Nations and
regions news

How local authorities and devolved administrations 
are using digital services to tackle coronavirus 

Scotland

The Digital Office for Scottish 
Local Government has signed 
a deal with Agilisys to provide 
support to councils’ community 
resilience hubs. The system, 
Helping Hands, will be run through 
Microsoft Azure data centres.  

bit.ly/2SSjgBM

Aberdeen City Council has added 
50 highlights from the city’s art 
gallery to Smartify, an app published 
by a social enterprise which has 
given the city complimentary use. 
The service is a virtual version of 
Discover Aberdeen Art Gallery, a 
tour it had planned to launch in April.

bit.ly/2WJEenE

Wales

The Welsh Government is 
providing £3 million to support 
digital excluded learners who 
do not have home access to an 
appropriate internet-connected 
device. The funding will be used 
by local authorities and schools to 
repurpose equipment from schools. 

bit.ly/2YQwfaT

North-west England

Greater Manchester Combined 
Authority has launched new 
digital mental health services, 
including a confidential text-based 
advice service staffed by trained 
volunteers, an online therapy 
programme for stress and anxiety 
and an app to help younger people 
reduce the urge to self-harm. 

bit.ly/2yL6jTx

Bury Council and digital services 
provider ANS have built an app for 
volunteers which can allocate and 
manage requests to help vulnerable 
people. ANS has made the system 
free for any UK council to use.

bit.ly/3bm3tld

West Midlands  

Birmingham City Council has 
set up a free text-based online 
counselling service for people 
aged 11 to 25, run by accredited 
professionals. The system can 
be used on-demand or through 
pre-booked sessions.

bit.ly/2WmZkJG

East of England

Essex County Council’s Active 
Essex partnership has set up a 
live YouTube channel featuring 
free online sessions delivered 
by local instructors, covering 
workouts, yoga, seated exercise, 
football, karate and meditation. 

bit.ly/2yC8M2L

South-east England

Buckinghamshire Council and 
Camden Council have published 
an open source tool on Github 
that can set up and manage a 
simple online tool allowing people 
to search for services and help 
in their areas. It uses open data 
principles and is designed to be 
reused by other local public services.

bit.ly/2LkqrPa

London

Croydon Council has used new 
capabilities to develop in low code 
an online service allowing local 
businesses to apply for grants of 
up to £25,000. It had more than 
500 applications in the first 12 
hours of availability and the council 
was planning to share it through 
Netcall’s App Share service.

bit.ly/2AcUBBn

Waltham Forest Council has run a 
partly-virtual planning committee 
meeting, with four councillors 
present and 60 people taking part 
through Microsoft Teams video 
conferencing. The meeting, which 
dealt with a major house building 
plan the council wanted to keep on 
schedule, required a few councillors 
to be physically present to go ahead.

bit.ly/2LkMxRo

https://bit.ly/2SSjgBM
https://bit.ly/2WJEenE
https://bit.ly/2YQwfaT
https://bit.ly/2yL6jTx
https://bit.ly/3bm3tld
https://bit.ly/2WmZkJG
https://bit.ly/2yC8M2L
https://bit.ly/2LkqrPa
https://bit.ly/2AcUBBn
https://bit.ly/2LkMxRo


Technology companies, law firms and other big corporations 

have successfully extended their use of homeworking in 

recent years. What can local authorities learn from them?  

Planning for a no-deal Brexit that 
didn’t happen turned out to be 
pretty useful for Cantium Business 
Solutions. “Brexit was a very real 
thing for us,” says chief executive 
Mark Scott. If the UK had left the EU 
without a transitional agreement 
last year, traffic flowing through the 
county’s channel ports could have 
been caught up by newly-imposed 
administration. The company 
provides HR, IT and financial services 
from its base just south of the M20 
motorway, which Kent Police could 
have partially turned into a lorry 
queue under Operation Stack to 
manage disruption: “The impact 
could have been gridlock,” says Scott.

As a result of planning for a Brexit 
crisis avoided in 2019, Cantium was 
ready in advance of prime minister 
Boris Johnson’s announcement on 23 
March 2020 that, to slow the advance 
of coronavirus, everyone who could 

work from home should do so. By 
this point, the company had already 
activated its homeworking plans, 
taking about three days to move 
everyone out of the office. “It’s been 
pretty seamless,” says Scott, with the 
main issue being a need to provide 
some staff with extra monitors.

Cantium had offered flexible working 
from its formation two years ago 
and all staff already had a laptop 
with remote access to corporate 
systems including Microsoft Teams. 
Some preferred working in the office, 
but all were able to work from home 
when the requirement came to do so.

The company was already making 
extensive use of video meetings: 

“It’s important to have face-to-face 
conversations, but face-to-face can 
be by video,” Scott says. He thinks 
that this makes a big contribution to 
managing people successfully, such 

as when holding a sensitive meeting: 
“I can’t stress enough the face-to-face 
element of that. Switch the video on.”

Since moving to homeworking, 
Cantium has taken on a new member 
of staff remotely, with IT equipment 
and password delivered to his home 
and his passport couriered to and 
fro. (The Home Office has since 
altered right to work checks so these 
can take place through video.) “With 
the exception of physically shaking 
his hand, he’ll be a part of the 
business as much as anyone else,” 
says Scott. “All technology does is 
enhance the existing processes.”

Even a company like Cantium which 
is set up to work remotely has made 
some adjustments as a result of 
coronavirus, such as letting staff 
spend time with children stuck at 
home. Scott says his 14-year-old has 
been climbing the walls, so he has 
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taken time to play table tennis with 
him. “I really encourage people to 
take a break,” he says. “Don’t try to 
push through this.” Employers need 
to accept that their staff are likely to 
be coping with extra responsibilities 
or distractions at home, he adds.

Cantium serves several local 
authorities, who Scott says have 
responded “phenomenally” to 
coronavirus. But he thinks they 
are likely to change as a result: 

“The fear of culture change has 
been taken away,” he says. “We’ve 
probably seen a two-year change 
programme taken place in three 
weeks.” The company received 
more service calls initially, but levels 
have since returned to normal.

Are there downsides to 
homeworking? “As a visible leader, 
I have struggled with not being to 
chat with people,” Scott says. He 
has been dropping into virtual 
meetings instead, where he picked 
up a tip from one staffer who gets 
ready to work at home by putting 
on his shoes, as it makes him feel 
like he is working. Some staff have 
experienced connectivity problems, 
particularly those living outside 
urban areas, but the company has 
found that a multi-Sim device able 
to use any mobile network can help.

Cantium is planning to survey 
its staff to find out how much 
homeworking they would like 
to undertake post-virus. Scott 
believes that people will vary 
enormously and that the company 
will still need its office: “Whether 
it’s as big as it was before, I think 
we’ll need to look at that.”

At home with homeworking

IT-focused companies are already 
well-suited to working from home. 
Office for National Statistics data 
released in March found that 
just over half of those working in 
information and communications 
have ever worked from home 

having worked from home.  
The sector has similarities with  
local government in that it manages 
a wide range of processes and deals 
with sensitive personal information. 
Newcastle-based managed service 
provider Atlas Cloud serves several 
law firms and chief executive Peter 
Watson says they fear security 
breaches: “The reputational damage 
alone would be severe,” he says. 

Security concerns typically lead 
law firms to employ two-factor 
authentication for users accessing 
systems remotely. Atlas Cloud also 
uses analytics to consider where 
and when users sign on, meaning 
that someone based in the UK 
apparently logging in at 5am from 
China may be checked or blocked, 
in a similar fashion to systems 
used by banks to tackle payment 
card fraud. As a futher measure, 
the company provides many of 
its services as virtual desktops 
streamed to web browsers, so data 
is not stored on a user’s own device.

Watson says that law firms have 
had some cultural resistance to 
homeworking. “Historically they 
haven’t encouraged people not  
to be in the office,” he says.  

“A lot of the leadership like to  
see what people are doing.”  
In high-value corporate deals 
arranged in hurry, lawyers have 
been known to sleep under their 
desks to get things completed. 

But he thinks coronavirus will 
accelerate the legal sector’s move 
to remote working, as it will reduce 
staff commuting and save money 
on office space – although the 
latter means more hot-desking.

Some parts of the private sector 
have gone further in offering 
home working, according to 
Bob Bailkoski, chief executive of 
Slough-based IT services provider 
Logicalis. “There’s a perception 
that the public sector has been a 
little slow to offer the flexibility that 
corporates offer these days,” he 

“Historically they 
haven’t encouraged 
people not to be in 

the office. A lot of the 
leadership like to see 

what people are doing”

Peter Watson, 
Atlas Cloud, on law firms

and nearly a third had done so in the 
week before they were interviewed, 
in both cases the highest level of any 
sector of the economy (see page 17).

By comparison, just under 30% of 
those working in public administration 
and defence have ever worked from 
home and 14% had done so in the 
week before being interviewed. 

Some differences between sectors are 
unsurprising – most jobs in transport or 
storage are hard to do from home – but 
it is notable that similarly office-based 
sectors including finance and insurance 
have significantly higher levels of both 
occasional and regular homeworking 
than public administration and defence.

Job security for lawyers

On specific roles, chief executives and 
senior officials were the most likely to 
work from home with 69% ever having 
doing so according to the ONS with 
other top homeworking roles including 
health and social services managers 
and directors (57%) and IT and telecoms 
professionals (55%). Legal professionals 
are at an equivalent level, with 56% ever 
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Socitm resources on coronavirus, 
including homeworking: 
socitm.net/coronavirus

Civil service advice on 
homeworking with children: 
bit.ly/2WuGeQq

Home video tips from 
broadcasters: 
bit.ly/3dhn3QP 
bit.ly/3b4zSwv

Checklist for using video calls: 
bit.ly/2xAyO5M

Accessibility advice on 
homeworking from AbilityNet: 
bit.ly/2xB0qHX

Read more

meetings short, full of impact and 
motivational, he adds. It also makes 
sense to give team members an 
easy way to communicate between 
themselves, such as a WhatsApp 
group, so they can discuss ideas 
and chat as they would in an office.

When homeworking is again 
optional rather than essential, 
Skellett says organisations should 
think about where it will work best. 
He believes this includes work 
that can be measured by clear 
outputs, and it also helps if people 
are dedicated to what they do: “If 
you’re working from home, it’s got 
to be more than a job,” he says.

It may make sense for organisations 
to allocate staff to teams based 
on their workstyle, values and 
behaviours, with some primarily 
office-based and some mainly 
working from home, he says. Even 
if it is technically possible to send 
the whole organisation home, some 
people love human engagement and 
prefer a clear divide between work 
and home lives, meaning they will 
be happier and more productive in 
offices. “We’ve got to respect that 
we’re all different,” says Skellett.

says, although he adds that it is not 
always as easy for public bodies 
to do this as it is for companies. 

However, some private-sector 
employers were already using 
the option of homeworking as a 
way to recruit staff, and this is 
likely to accelerate. “I think this 
experience has shown everybody in 
any sector that if you’re an office-
based person, you can work from 
home,” says Bailkoski. “More and 
more people will start to demand 
digital transformation in their 
organisations.” He adds that this 
can also broaden the diversity of 
organisations by helping parents 
of young children to work.

use of any physical sites, with 
employees’ homes acting as 
back-up locations. Logicalis has 
seen extra demand for virtual 
private network (VPN) licences, 
unified communications systems 
that include ‘soft followphone’ 
services where calls are redirected 
to laptops and collaboration 
systems including Microsoft 
Teams and Cisco’s Webex Teams.

Homeworking can also mean 
redesigning business software 
to improve its performance, as 
homeworkers may be using different 
hardware, poorer connections and 
smaller screens than they would in 
the office. Daniela Aramu is head of 
user experience at Thomsons Online 
Benefits, which manages employee 
benefit plans for organisations. She 
says that their staff often discuss 
pension arrangements with their 
families, so the company’s software 
has to work on any device: “We 
design for people to use at home or 
on the bus,” she says. This means a 
responsive design that reconfigures 
screens based on device, and 
redesigning the software to halve 
the number of calls to back-end 
systems to improve performance.

Avoiding self-isolation

for homeworkers

More homeworking will mean 
significant cultural changes, as 
well as technological ones. “You’re 
working in isolation,” says Richard 
Skellett, who founded IT services 
provider Allied Worldwide and 
now runs social enterprise Digital 
Anthropology. “You need to 
increase team meetings. If it was 
once a month, do it once a week. If 
it was once a week, do it daily.”

Like Cantium’s Mark Scott, he 
thinks video is the best way to keep 
homeworkers in touch – it may 
make people feel uncomfortable 
at first but it encourages them 
to prepare and dress for work. 
Managers need to make virtual 

“There’s a perception 
that the public sector 
has been a little slow 
to offer the flexibility 

that corporates 
offer these days”

Bob Bailkoski, 
Logicalis

A shift to greater homeworking 
could also change organisations’ 
disaster recovery plans: “Lots 
of organisations are saying 
their business continuity plan 
only foresaw them switching 
from one site to another,” says 
Bailkoski. Coronavirus has meant 
that they stop or greatly reduce 
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% that worked at 
home in the week 
prior to interview 

% that ever work 
at home 

Yorkshire & Humber 10.5 24.0 

Northern Ireland 7.7 18.7 

Homeworking by sector, 2019 % that worked from home 
in week prior to interview 

% that have ever 
worked from home  

Information and communication 32.8 53.1 

Professional, scientific and technical 26.3 46.3 

Financial and insurance  22.8 38.9 

Education 12.8 38.3 

Arts, entertainment and recreation 17.4 33.3

Public administration and defence 13.7 29.4

Administration and support services 11.2 23.2

Manufacturing 9.3 21.1

Health and social work 8.0 20.3

Transport and storage 3.4 11.0 

Homeworking 
by age of 
worker, 2019 

% that 
worked at 
home in the 
week prior 
to interview 

% that have 
ever worked 
from home 

16-19 yrs 1.2 3.1 

20-24 yrs 3.9 10.4 

25-29 yrs 7.3 20.9 

30-34 yrs 11.2 25.6 

35-39 yrs 14.0 29.6

40-44 yrs 15.6 33.3

45-49 yrs 16.2 33.8

50-54 yrs 14.7 30.7

55-59 yrs 14.0 28.8

60-64 yrs 13.1 26.4

65-69 yrs 19.2 32.8

70 and over 24.7 42.2

Total 12.4 26.7 

All data from the Office for National Statistics, published March 2020 drawn from its Annual Population Survey: bit.ly/3dH1oSp. 
Data is shown for selected economic sectors only.

Homeworking 
by location of 
workplace, 2019 

North West 9.9 21.8 

North East 8.7 21.2

East Midlands 11.1 28.1 

West Midlands 9.5 21.6 

Scotland 8.5 19.7

Total 12.4 26.7 

South West 14.0 31.0 

South East 16.5 33.5 

London 18.1 34.3 

East of England 11.3 23.8 

Wales 10.0 24.8 

Homeworking 
by the numbers
Public administration has lagged other largely 
office-based sectors in having staff work from home

https://bit.ly/3dH1oSp


Large numbers of Britons have 
recently started working from home 
(WFH) for the first time or have 
turned an occasional practice into a 
full-time one. The sudden shift from 
communal office to kitchen table or 
spare bedroom, swapping colleagues 
for partners, children and pets, will 
have been disruptive for many.  

For me, the only difference is that my 
wife has become my new colleague, 
although she has her own temporary 
office and we meet only for lunch 
and tea-breaks during the working 
day. I have worked regularly from 
home by choice for two decades 
and have discussed doing this with 
dozens of journalists when running 
training courses. Journalism is 
well-suited to homeworking, with 
ONS data showing that media 
professionals are second only to 
chief executives in working from 
home, with 58% having tried it. 

Depending on job and personality, 
home can be the best workplace 
in the world – it certainly 
involves the best commute – but 
making homeworking work 
well requires some effort. 

Some of the following may be 
difficult or impossible to arrange at 
present, but the ideal is a dedicated 
home office on which workers can 
shut the door. As an alternative, 
turning a room into a home office 
for the working day then packing up 
kit to ‘go home’ can help maintain 

a distance between working and 
home lives, even if they now happen 
in the same place. Other inmates 
should be encouraged to respect 
the home office, whether it is a 
room or a temporary pop-up.

A good office chair with back support 
and a proper desk will help avoid 
back-pain, while placing a screen 
in front of a window makes it easy 
to refocus both eyes and mind 
every few minutes. It makes sense 
for that screen to be as large as is 
practical, a principle that applies 
to all IT equipment and services 
used for homeworking – don’t 
skimp on memory, keyboards or 
bandwidth. A speakerphone, a 
good-quality microphone or a 
headset are useful for calls. 

Several of those I interviewed 
from other sectors believe video 
calls are the best way to stay in 
touch with staff and maintain team 
spirit. It certainly makes sense 
to avoid relying on text-based 
communication – it is easy to be 
piqued by a misunderstood email.

But short of a physical meeting, I 
prefer the voice call. It conveys 
a good balance of information, 
emotion and nuance, while video 
adds unwelcome noise regarding 
homeworkers’ fashion and décor 
choices as well as taking up 
bandwidth and being less reliable. 
Those who do expect to make a lot of 
video calls, particularly with people 

outside the organisation, should get 
some training in doing this well and 
managers could consider making 
video optional for internal meetings. 

While working from home can be 
great for those of us who are happy 
when focused on a solitary job such 
as writing or programming, it doesn’t 
work for everyone. I find full-time 
homeworking makes me appreciate 
getting out all the more, whether for 
meetings, training or conferences. 
Some will return from coronavirus 
asking their employers if they can 
carry on homeworking some or all 
of the time, but others will sweep 
back to the office with smiles on 
their faces and songs in their hearts. 

In future, many more workdays 
will be spent at home – but let’s 
make it a choice, not an obligation.

How Royal Navy submariners 
deal with isolation: 
bzfd.it/3fxgjR4

Alastair Campbell’s tips 
on avoiding depression and 
anxiety when staying at home:  
bit.ly/2L54OCl

Ambient workplace sounds 
from University of Oxford’s 
Bodleian library: 
https://bit.ly/36oWCXh

Read more

In Our View’s editor SA Mathieson, a veteran homeworker, 

on how to make WFH as comfortable as possible

How to work well

from home 
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The 
sustainable 
workplace

It’s not all about cloud  
and remote working. 
It’s about implementing 
meaningful, lasting change, 
created from a working 
environment, physical or virtual, 
that puts employee wellbeing first. 

A place we all happily go to 
on a Monday morning. 
A place that encourages 
and nurtures. 
That gives the entire 
workforce all that they need 
to reach their full potential. 

We’re in a good place. 

https://www.capita.com/expertise/it-solutions/workplace-it
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Working and managing teams remotely has been the norm 
for some of us for a while but not everyone relishes the 
prospect. For a lot of people, it’s a major cultural shift in 
how they work and manage a team, and they may feel much 
more confident and happier being in an office environment.  

Carefully navigating these differences will help 
organisations to make sure that everyone is able to 
be as productive as possible while out of the office. 

The urban myth is that everyone loves working at home 
and eagerly grabs any opportunity to avoid the commute 
and work in their pyjamas. But that’s not the case. Capita’s 
end user research in 2019 found that nearly a third (29%) 
of employees prefer not to work remotely and 12% see no 
benefit to it at all.1 From a team management perspective, 
there is evidence that certain demographics feel more 
comfortable with this arrangement than others. Research 
by human resources research firm Inavero and freelancing 
website Upwork revealed that 74% of millennial and Gen 
Z managers have team members who work a significant 
portion of their time remotely, versus 58% of baby 
boomers. They’re also twice as likely as baby boomers 
to invest in technologies to support remote working.2

With all of this in mind, it’s really important that all members 
of the workforce come together and support one another. 
Those who are more confident – either through experience 
or desire – could help those who are not to build their 
confidence in their ability to work remotely successfully.  

It’s also really important that managers find ways to keep 
their team members engaged and to recognise early on 
when people are feeling isolated, so they can keep their 
performance high without resorting to micromanagement.  
If, as a manager, you have concerns about team members’ 
productivity while they’re working remotely, talk to 
them and collaborate with them on building objectives 
that focus on outcomes – recognise them for what they 
achieve, not how they achieve it. This will help them to 
feel part of the solution and will help to bring your team 
closer together even if they’re physically further apart. 

Enabling everyone to 
successfully work and lead 
remotely during Covid-19

Clearly, technology plays a vital role in enabling all of us 
to work effectively from home. Collaboration tools like 
Microsoft’s Office 365 and Google’s G Suite are easy to 
deploy and manage, while offering excellent functionality 
to ensure people can easily work remotely and continue 
to collaborate effectively.  Although they’re easy to set 
up, some people find it a challenge to get the most from 
them because they require changes in behaviour, such as 
sharing documents with each other rather than emailing 
them as attachments. For this reason, when you introduce 
these tools, support and encourage your team as they learn 
how to use them effectively and try this new approach. 

Although there will be bumps in the road from this enforced 
change, we can take a lot of positives from it too. We 
are all at home more, which means less time in our cars 
commuting, which is good for our planet and, in some 
instances, our sanity! We have a great opportunity to define 
how we work differently, which means we can all play a 
part and tailor it to our individual needs and preferences. 

And, once this is all over, we’ll already be back to business as 
usual and the only decision to be made then will be where 
and how everyone will want to work. Will those who didn’t 
enjoy remote working now want to? Will those who did enjoy 
it at the start no longer do so? Have organisations that didn’t 
encourage remote working seen enough productivity and 
engagement to now feel confident enough to do so? This 
will be when organisations can take the next step and really 
get to grips with agile working, setting people free to work 
productively whenever and however they want focused 
firmly on high performance and valuable objectives.

1 Capita End user Survey (2019)

2 How millennials and Gen Z are reshaping the 
future of the workforce: cnb.cx/3bvbTqv

www.capita.comAdvertorial
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The past weeks have seen local government 
organisations respond to the Covid-19 crisis with an 
unprecedented rapidity and agility. Up and down 
the country IT teams have burned candles at both 
ends to play their role in ensuring that citizens are 
safe, that the wheels of local democracy are kept 
turning (virtually) and that PPE supplies find their 
way to care workers who need them most.  

This work has been in many ways the epitome of 
agile development with a spirit of  ‘good enough 
for now and we’ll improve as we go’ being the 
dominant ethos behind the work. It’s also shown 
what public sector and commercial partnerships, 
forged in the heat of crisis, can deliver.  

The earliest weeks of the crisis saw a gargantuan effort 
to deliver remote working to huge swathes of local 
authority staff, almost overnight. Some had this well 
in their sights already – as described on page 36 by 
Geoff Connell of Norfolk. Durham Council’s adoption 
of Teams for 6,000 users prior to the pandemic left 
them well positioned to manage its challenges. Others 
we would like to highlight are the Welsh Government 
which rolled out Teams to 6,000 council staff within a 
week, and Wiltshire Council which did 4,000, in the same 
time frame. In the past, this sort of change would have 
taken months of painstaking planning and delivery.  

Organisations are now moving to deliver critical 
public services digitally.1 For some this has involved 
accelerating, for others the change has been more 
abrupt, but no less successful. Kent County Council 
has been using Teams Live Events for its cabinet 
briefing. Leicester City Council has used Teams to 
support a multi-agency discussion around licensing.

Many authorities have made another rapid digital journey 
to deliver support to those who need it most. Almost as 
quickly as Community Response Hubs have popped up 
round the country, so have apps to support the process 
of ensuring that vulnerable people get what they need. 
Bury and other Manchester councils are partnering 
with ANS to address this issue. As Nicky Parker of Bury 
Council comments: “We can’t afford to miss any of these 
requests – they are critical to making sure that some of 
our most vulnerable residents and their families are kept 

safe at this time. We felt that paper-based approaches 
and spreadsheets were simply not going to be up to the 
job.” Other applications to deal with this requirement 
have sprung up elsewhere in the country, for example 
in Scotland under the guidance of the Digital Office 
for Scottish Local Government, in partnership with 
Agilisys, where a regional approach will allow for more 
swift changes to be made for the benefit of all those 
using the system and those they serve. Hammersmith 
& Fulham and other London boroughs have partnered 
with Hitachi Solutions in a similar vein. Founded on public 
and private sector collaborations, built and deployed 
within a few days, they also make the most of low code 
platforms such as the Microsoft Power Platform. We’ve 
also made these tools free for six months to public sector 
organisations using them for Covid related activity.2 

Other organisations are using this platform to manage 
issues arising in other highly sensitive areas which 
Covid-19 has brought to the fore; inescapable realities 
of the current situation. Together with Hitachi Solutions, 
all mortuaries across London are using this same 
lightweight technology to assist them with mortuary 
storage and fleet logistics. A team from Microsoft has 
built an application to help make it easier for victims 
of domestic abuse to find help during lockdown.3

As we all reflect on the ‘new normal’, and the financial 
realities within which the sector will need to operate, 
there will be important decisions to make about the 
future shape of local government and the role which 
recent digital advances will play. Local authorities 
and their technical teams have demonstrated their 
ability to innovate and deliver under unprecedented 
stress. We can be confident that more great things 
can be achieved when Covid-19 is behind us.

1 Examples can be found in ‘Covid-19 response: Microsoft Teams 
scenario collection for local government’: bit.ly/2SK8dKQ

2 Full details: bit.ly/2W8MeiO

3 These projects and many others which deal with Covid-
related responses are summarised in ‘Covid-19 crisis: digital 
approaches to local government challenges’: bit.ly/3bbG4mr

Covid-19 tech heroes: stories 
from the technical front line
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Read more on how Channel Shift and local
digital service is now in RESET.

www.jadu.net/channel-shift

The vision of ‘new normal’ looks like more social distancing, local focus, 
ensuring and shoring-up supply chains, and getting used to new ways of 
social interaction through technology.

We will need to share best practice rapidly and at an unprecedented level. Services will 
need to be re-enabled to be digital first and in many cases, digital only.

This means we will need to develop a ‘reverse business case’ to plan for deactivating or 
not reactivating traditional methods of delivering service. 

A RESET.

Response. 
Recovery.
RE S ET.

https://www.jadu.net/channel-shift


Local government has responded quickly in this crisis, 
launching new services at lightning speed to meet 
the immediate needs of communities. On the whole, 
councils have responded and recovered extremely 
well, but we’re about to enter a new stage: ‘RESET’. 

This pandemic will continue to change citizens’ priorities, 
expectations and fundamental behaviours. As we 
prepare for the ‘new normal’, there are questions 
that need to be addressed, including “what do we 
want to keep and what do we want to get rid of?”

For many authorities, urgency sparked innovation 
and cutting-edge work in partnership with both public 
and private sector organisations. Councils suddenly 
found themselves having to coordinate delivery of 
business grants, spinning up services around medicine 
and food delivery, processing personal protective 
equipment (PPE) donations and a lot more. 

Local authorities used digital channels to inform and 
serve citizens; delivering and iterating important content 
(advice and guidance, service status updates, park 
closures information, etc) and delivering new services 
quickly. Channel shift was suddenly accelerated through 
necessity. The vital speed and agility was aided by low 
code tools that allowed non-technical people to act 
quickly and without having to rely on developers.   

Councils found innovative ways to meet the challenges 
they faced. For example, Swindon Borough Council 
took route optimisation work it had developed for the 
reporting and collection of fly-tipping and applied it to 
food and medicine delivery to spin-up vital services.  

The local authority community also proactively shared 
what they were working on, knowing that now, more 
than ever, they needed to avoid reinventing the wheel. 
Within 48 hours, Birmingham City Council had created 
a PPE donation form which they shared with the 
community on the Jadu Library for example. Many others 
also shared assets such as those related to community 
volunteering and community support requests. 

This approach to repurposing and collaboration, like 
digital transformation, suddenly increased in velocity. 
We need that to continue as local government ‘resets’.

Of the services that had to be suspended, the 
question inevitably has to be, which ones do we 
bring back and when? Perhaps some traditionally 
modelled services don’t even have a place in 
what we’re looking at as the ‘new normal’. Which 
services can or should be brought back digitally? 

An extremely important factor of placing so much core 
dependency on the digital channel (as the primary 
channel) is ensuring accessibility and serving individuals 
of all abilities. The law that requires public services 
to be accessible will still change in September 2020 
and nothing has stopped that - not even coronavirus. 
Moreover, it is now paramount that local public 
services include the most vulnerable in society as 
websites, online video and case management are now 
the only definitive way to communicate and interact 
whilst also respecting social and physical distancing.

Of the services that have worked well during the crisis, 
which ones need some service design and iteration 
and then have a valuable role to play permanently?

It’s not just citizen-facing changes of course. Amidst all 
of this, Swindon used robotic process automation (RPA) 
to convert a 583 hour monthly task related to free school 
meals to a 9.6 hour monthly task (a 98.3% increase in 
efficiency). RPA will be vital as will integration capabilities.

The new normal won’t be strange for very long. Channel 
shift strategies will be reset; services that aren’t 
adding any value at all should just be switched off and 
new services that weren’t conceived pre-pandemic 
may change the way citizens and councils interact. 

But some things will remain the same; accessibility 
remains absolutely imperative. Now, more than 
ever councils must ensure digital services are 
genuinely accessible to all. Websites and digital 
environments must be friendly and usable for 
individuals who have a disability or impairment.

Low-code tools will continue to be essential for 
responding quickly to changing needs. Local governments 
must continue to collaborate and reuse assets to avoid 
reinventing the wheel time and time again. Ironically, the 
crisis has helped bring us together, let’s keep it that way.

Ready for RESET: local government 
will never be the same again
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                  video chats, VPN,
staying connected, lunch
delivery, stopping threats, 
more bandwidth, uptime,
productivity, dashboards,
helpdesks, teamwork and
boosting morale because 
helping people work from
anywhere is 

splunk.com/everything ©
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The Covid-19 pandemic poses unprecedented challenges 
to public services. It is more apparent than ever before 
that effective technology and actionable data are 
crucial to keeping essential services functioning and 
delivering assistance where and when it is needed.

From the beginning of the crisis, we’ve worked 
to help our customers, particularly those on the 
front lines. Empowering these personnel to make 
confident decisions and take decisive action at the 
speed the crisis warrants is our primary mission.

There’s no simple playbook for beating this pandemic 
and getting to a new normal. We will need an innovative, 
data-led process that will challenge every country, region, 
municipality and industry. We’re going to have to rethink 
how we work, socialize and provide essential services. 

The first step, especially as we await more effective 
treatments and an eventual vaccine, is widely available 
and efficient testing. Splunk is proud that it is able to be 
a part of that solution, in coalition with Adobe, Accenture, 
Oracle and others via the Covid-19 Testing and Data 
Response Platform.1 We look forward to doing our part 
to support the public/private collaboration that aims to 
protect public health and bolster the global economy.

While the world is working to stop the spread, improve 
testing, establish effective treatments and protect 
the most vulnerable populations, data serves as 
a critical resource.2 It presents an opportunity to 
slow the spread of the virus and help maintain and 
provide essential infrastructure and services.

In the past, Splunk for Good has worked with 
various partners to lend a hand in times of disaster, 
and our response to the Covid-19 situation builds 
upon that foundation.3 This includes stimulating 
and delivering innovative ideas to help solve 
new challenges, like our team in the UK and 
Europe did at the #EUvsVirus hackathon.4

Consistent and reliable data can be difficult to identify 
and harness.5 However, given our deep experience 
in delivering data-driven solutions to customers 
worldwide, we can help identify, ingest and correlate 
the relevant data quickly to deliver compelling 
visualizations through customizable dashboards.

Many people are working remotely, and this may 
continue for some time. Collaboration tools are essential 
for productivity at any time, from essential workers to 
knowledge workers, to case managers and helpdesk and 
support personnel. When all infrastructure is geared 
toward delivery of critical services, it’s important to 
ensure that systems can be recovered quickly in the 
case of any outage, interruption or cyberattack.

While Splunk’s data platform can help address 
the full spectrum of these challenges, ensuring 
long-term strategic agility, we have also 
produced some short-term solutions to help 
organizations overcome immediate problems. 

For example, as public sector workers turn to remote 
working, access to secure collaboration tools is critical 
so that government entities can continue to deliver 
citizen services. For organizations that need immediate 
assistance, Splunk has introduced Remote Work Insights.6 
This free new solution can help organizations gain 
quick, actionable insights – monitor key performance 
indicators, identify emerging issues and perform 
deep root-cause analysis, all in one platform.

Additional and up-to-date information on 
these and other resources are available on the 
Covid-19 Response section of our website.7

As Covid-19 continues to affect the global community, 
Splunk is focused on supporting our customers, 
stakeholders and ecosystem through a time of great 
uncertainty. We know how critical our platform is to 
our customers’ operations, and we’re committed to 
ensuring that you are able to fulfill your organization’s 
mission and achieve meaningful outcomes.

1 Covid-19 testing and data response platform: bit.ly/3cNWL99

2 Widespread testing starts at the local level: splk.it/3e1hPch

3 Splunk for Good: splk.it/2yhFPc2

4 #EUvsVirus - can you hack it?: splk.it/2Zxuujx

5 Splunk Covid-19 dashboards: bit.ly/36ggFah

6 Splunk remote work insights: splk.it/3e7yeMB

7 Splunk Covid-19 response and resources: splk.it/2WNzC0R

Data is the way forward for the 
current crisis and beyond
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For over 17 years, we’ve been proud partners of the public sector 

And during these challenging times, that’s never been more important. 
We’re here to help keep you connected and delivering services the 
public relies on, which is why we’re spending £2 million every day 
on our network to make it as reliable as possible.

So please remember that we’re here to support you. 
If you’d like to discuss any challenges you’re facing or 
how we can help, please get in touch at o2@o2business.co.uk.

https://www.o2.co.uk/business


It’s easy to see why organisations have found the 
last few months a challenge. Trying to carry on 
delivering services whilst facing new constraints 
such as social distancing with – in many cases – staff 
working remotely. And all this at a time when IT 
systems need to be protected more than ever. 

But the public sector has responded fast and has shown 
some remarkable agility to carry on performing and 
serving. How? Because the sector has been light on its 
feet, making the most of new technologies and digital 
enhancements to find better ways of doing things. 

At O2, having worked closely with the public sector for 
17 years, we understand the challenges it faces. And 
we work hard to provide it with superior connectivity 
across any channel it needs to get the job done. 

Keeping your infrastructure safe

We’ve seen over the last 17 years that public sector 
organisations are often the first to innovate – despite 
more restrictive procurement rules and risk 
mitigation than the private sector. They might need 
to be extra vigilant with new ideas, but they’re also 
crystal clear with what they want to achieve, which 
has allowed them – and their partners like O2 – to 
create innovative solutions that get the job done.

Even before the past few months, the public sector was 
already preparing for digital transformation, taking 
steps to digitalise entire environments in a way that 
benefits both their staff and the country at large. That 
process is likely to pick up speed in the months to come.

Future-proofing your organisation

Uncertainty seems to be a constant these days and we’re 
working with all our public sector partners to combat 
that. First and foremost, we’re keeping – often disparate – 
teams, departments, organisation connected and talking, 
so they can carry on delivering essential citizen services. 

But how about the longer term? What factors 
will the public sector need to consider 
over the coming months and years? 

 › Changes to working routines and behaviour. 
Organisations will need to plan around flexible 
hours and working from home. It’s set to become 
far more commonplace so organisations will need 
to provide the technologies that make it happen, 
making sure they can keep people connected and 
services running in the remotest of environments.

 › A shift to cloud or digital-centric systems. 
There’ll be less on-premise data servers and 
more migration to the cloud. Systems like 
Microsoft Teams won’t just keep people talking, 
they’ll start to be used for training too. 

 › Increasing focus on cyber security. Cyber-
attacks have already increased, and if remote 
working continues to be the norm, then threats 
are likely to increase. Making sure your cyber 
defences are fit for purpose will be critical. 

These may be challenging times for the public 
sector, but its initial response has been heartening. 
Agile and quick to see new ways of doing things, 
these organisations are serving the country 
well. And at O2, we’re proud to have helped.

Were we ready 
for Covid-19?
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As we all adapt to new ways of working, it is important 
to offer employees the tools and flexibility to 
effectively complete their roles without impacting 
customer services. In this article Dell Technologies 
shares 10 tips from a decade-long experience of 
supporting remote working with our team members.

Put employees first

Identify user types in your organisation and create 
profiles based on their technology and application 
needs. You can then tailor hardware and software to 
help them to be more connected and more productive. 

Conduct a technology audit

Consider whether the technology currently 
deployed meets the needs of users. Are the 
devices being used remotely secure and do 
they allow collaboration across teams?

Consider simplifying IT consumption

Offering users access to self-service models for 
technology delivery may save money and ensure a 
more streamlined way to provide IT. You can also 
extend this through factory-direct delivery with 
systems and apps pre-installed and configured.

Security must be at the core of your strategy

Robust policies and technology solutions need to be at 
the heart of any approach to protect your organisation 
and employees from security attacks. Think about 
the people, processes and technologies that need to 
come together to support your security strategy.

Promote secure collaboration

Focus on tools for collaboration and communication that 
can be used anywhere, anytime and on any device to 
make it easy for your people to share and collaborate.

Policies need to be defined and 
adopted across an organisation

Consider how your organisation aligns remote 
working to your business strategy and 
processes. This will ensure workforce flexibility 
is the foundation for how people work.

Enabling leaders

Business leaders need to be equipped with listening 
skills to support remote workers and to ensure they 
feel connected with the business. Actively seeking 
feedback from your people on what’s working 
and what isn’t will help your organisation address 
issues and focus training where it’s needed.

Communicate, communicate, communicate

Consider how to communicate effectively with remote 
employees. Collaboration cafés and virtual round 
tables are examples of ways to stay connected, share 
feedback and build community and well-being.

Review office space design and suitability 

Consider how all employees will use office spaces 
to meet business needs and ensure that spaces 
are created for collaborative working.

Consider how your office population will 
connect with your remote workers

Ensure all employees have the tools to communicate 
irrespective of location. Think about how this 
might change conference room spaces and 
technology and how people will collaborate 
regardless of their physical location.

Navigating the new normal: 
10 tips for connecting 
council employees

www.delltechnologies.com
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For the public sector, the challenge of working from 
home hasn’t just been a cultural one. It’s also been 
a technical one. New logistical challenges have 
emerged, with employers needing to hurdle obstacles 
that previously wouldn’t have caused them to pull 
at their own hair or strain their eyes at their screens. 
Collaboration, connection and even the sharing of 
best practice have become fresh puzzles to solve as 
governments and other organisations attempt to quickly 
figure out how they can work as ‘normally’ as possible. 

Solving so many new problems at once can feel 
extremely daunting too. Especially when trying to figure 
them out from afar. But it’s possible for the public 
sector to make remote working a success by planning 
around four specific key areas of their operations. 

Getting time back

Productivity will suffer if employees can’t access the 
resources they need to do their jobs effectively. To 
keep disruption at a minimum, employees must 
have access to all the files, tools, apps, and data they 
usually have when they’re working in an office. Many 
organisations use a hybrid cloud infrastructure to 
ensure time isn’t wasted in this way. But to make this 
kind of infrastructure work as intended, IT teams must 
embrace Cloud Data Management to ensure that all 
relevant tools and services remain fully available and 
accessible to employees across all storage environments.

Secure virtual offices 

Accessing data remotely brings risk. From a security 
standpoint, it’s an unescapable fact that working 
from home increases the attack vector for malicious 
activity by a significant margin. IT teams must 
therefore be encouraged to educate employees on 
cybersecurity best practice, which can help reduce 
the risk of cybercriminals engineering access to a 
network using techniques such as phishing links. 

Education should also include ensuring that all 
employees understand the importance of their 
organisation’s Virtual Private Network (VPN). VPNs are 
critical for protecting sensitive data whilst employees 
work over the internet, and they aren’t necessarily 

as intimidating to use or understand as they might 
first appear. VeeamPN enables employees to connect 
to their desired VPN without hassle or delay. 

IT teams also have a duty to make sure all remote 
workstations are backed up to secure endpoints and 
installed with protective, up-to-date anti-virus software.

Back up data regularly

Conducting regular backups is vital to ensuring 
that data employees create is stored, managed and 
accessible in the usual resilient way. Regardless of 
where they’re working from. This starts with a backup 
and disaster recovery business continuity plan that’s 
regularly tested and implemented. CIOs need to 
plan for the potential impact of entire departments 
accessing what they need through a particular VPN.

Embrace automation

Automating crucial business continuity procedures should 
be in any progressive CIO’s thinking. Especially when 
IT teams are overstretched with providing desk-side 
support, monitoring network capacity and tightening up 
cybersecurity to support working from home. Whether it’s 
running backups or monitoring the network for potential 
vulnerabilities and threats, automation is an IT team’s 
best friend when faced with unprecedented challenges.

Be prepared

It’s almost impossible to understand the long term impact 
this new way of working will have on the way the public 
sector operates. At least for now. But amidst so much 
uncertainty, there are things that can be done to help 
make operations as smooth as possible in the meantime. 

Ensure the right resources and tools are available. 
Make working environments feel secure. Back 
up data regularly and embrace automation. 

Remote working during this period won’t be easy. 
But with the right planning in place around these 
four key areas, public sector organisations will have 
everything they need to run as close to ‘normal’ as they 
could hope for. For however long may be needed.

Remote working and how 
to keep your team secure
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Web, cloud and 
network security, 
24/7 technical 
support
IP Performance tracks new 
products, services and 
developments in an ever-
changing marketplace. 
We deploy and test new 
technologies in our own 
labs, so we can deliver 
them to you with total 
confidence.

Our Network Services 
team can work with you 
to create complete end-
to-end solutions with the 
skills to architect, design, 
deliver, deploy, manage 
and provide support you 
can rely on.

To find out more about 
our products and services, 
or just to chat to one of 
our team, give us a call, 
email or visit us online. 

socitm@ip-performance.co.uk 
ip-performance.co.uk 

+44 (0)1275 393 382

https://www.ip-performance.co.uk


Collaboration Café - 
Security Challenges
Our series of Collaboration Café 
sessions invite and promote 
discussion from Socitm members 
on their security challenges, so
we can provide vendor agnostic
advice and expertise during these 
unprecedented times.

Personalised 
Security Surgeries
We are extending our Collaboration 
Café format to offer personalised 
security ‘surgeries’ where our 
panel of network security experts 
will host a 30 min Q&A session 
tailored entirely to an individual 
organisation’s networking and 
security challenges.

Top Talent Programme
By sponsoring the Socitm Top 
Talent Programme in Cardiff 2020 
we are investing in developing, 
mentoring and enabling future 
digital and ICT leaders within the 
public sector, so they can better 
serve their organisation and 
communities.

Cyber Essentials+
IP Performance have built on their 
government-backed Cyber 
Essentials accreditation and 
recently been awarded the 
highly coveted Cyber Essentials+, 
demonstrating our ongoing 
commitment to security best 
practices.

Cyber Breach 
Workshops
A virtual 1-day intensive breach 
response workshop including a 
“hair-raising” simulation for you 
to handle at the end of the day. 
The workshop materials include 
ready-made templates, RASCI 
matrix spreadsheet, example 
communications templates for your 
website, regulatory notices, email 
and customer notification.

Remote PEN Testing
Our remote penetration testing and 
vulnerability capabilities offer an 
extremely valuable service at times 
when people are not working, or 
permitted on site.

The public sector has relied on  
IP Performance to provide expert 
network security consultancy  
and support since 1996
Now in 2020, we’re working more closely than ever 
with our friends and colleagues working across local 
government, NHS, Higher Education and the 4th sector 
to secure their on-prem, cloud and hybrid networks.

We wish everyone well, ask you to keep safe, and invite you to 
contact us with any networking or security challenges for free and 
impartial advice using socitm@ip-performance.co.uk



Coronavirus 
makes smarter 
working hit home 
How Norfolk County Council expanded 
its existing remote-working service 
to cover 5,000 staff, with Teams 
training, equipment allowances 
and drive-through kit collection  

Geoff Connell 
Director of information management 
& technology and chief digital officer 

at Norfolk County Council  

About Geoff Connell:

Geoff has led Norfolk County Council’s IM&T 
service since August 2016 and was previously 
Director of ICT at oneSource, the shared services 
organisation for the London boroughs of Newham 
and Havering. He served as Socitm President from 
2016 to 2018, and continues to provide the society 
with expertise as a non-executive director and as 
a member of the Local CIO Council. In this special 
Personal View, he focuses on how the council 
has scaled-up existing services to allow more 
than 5,000 staff to work full-time from home. 

Q. What was Norfolk doing to encourage 
remote working in advance of coronavirus? 

We already had a Smarter Working Transformation 
Programme, sponsored by Norfolk’s executive director 
for strategy and governance and led by the heads of 
human resources, property and myself. The aim has 
been to make work a thing you do rather than a place 
you go to, by maximising flexibility; focusing more 
on results and outcomes than physical presence and 
activity; using physical space and technology creatively 
to improve service delivery, connect and collaborate; 
and improve the work-life balance of our staff. 

As part of that programme, in February we carried out 
a stress test of our infrastructure by getting 3,500 of 
our staff to work at home on a single day to see if that 
would break our infrastructure – and it failed to do 
so. This was unrelated to coronavirus but in retrospect 
was a perfect dummy run for what was to come. 

Q. How have you scaled up your existing systems 
to cope with enforced home-working? 

We now have more than 5,000 people working at home 
every day. We have needed to optimise our network to 
cope with slow and intermittent connections from home 
users and our major cloud suppliers, but otherwise 
our infrastructure was already scaled appropriately.

The biggest single change we had to make was to tune 
our distributed denial of service (DDOS) prevention 
service because it was triggered one day when local 
home broadband companies were struggling a lot, before 
they throttled back traffic from Netflix and gaming 
sites. We are also re-routing some Microsoft traffic so 
that it doesn’t route via the County Hall network.  

The one project that wasn’t quite ready when Covid-19 
struck was soft telephony for external calls over Microsoft 
Teams. We had rolled this out to just 1,100 of our 6,700 
users and it wasn’t planned for completion until Christmas 
2020. Because needs must, we migrated more than 
3,000 further users in the last week of March and the 
first week of April and had the rest completed by mid-
April. We also had to stand up a digital mailroom very 
quickly, but that was time well spent as I am sure that 
this will continue in use after this has all calmed down. 

All staff already had access to Microsoft Teams for video, 
chat and internal calls and it has been absolutely fantastic, 
although we have had to work on the etiquette of how 
we use it at pace. We are using Teams live broadcasts 
to 200-300 people at a time for training, and that has 
been well-received by thousands of staff now. We have 
removed whitelisting and added remote access blocking 
so that we can use Teams with external organisations 
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and while some of our partner organisations are playing 
catch-up in its use, we are trying to help them in doing so. 

All staff are now covered by Microsoft’s E5 licence 
through a ramped agreement, which means they can 
use it for external audio conferencing. Where staff 
such as children’s social workers have to use video 
to contact members of the public, they are starting 
to use Zoom’s service. We are working to optimise 
cybersecurity settings and good use practice for this. 

The only people who remained in the office at the 
start of April were the contact centre staff. We were 
in the process of rolling out a ‘contact centre as a 
service’ soft telephony system which went through 
user acceptance testing and was live in mid-April. 

“When this is all over, there are

things we want to keep doing

and others we don’t want

to go back to”

Q. How have you helped staff adapt 
to working at home? 

We have provided staff with advice on setting equipment 
to work from home comfortably, safely and productively, 
but as it is hard for us to provide them with equipment 
directly, we have offered them a one-off allowance of up to 
£250 each to help. This could include equipment such as 
a new monitor, keyboard, mouse or headset; connectivity 
kit such as wi-fi or 4G boosters; broadband connection 
(although we don’t cover ongoing costs) or furniture such 
as a chair or a small desk. Staff buy what they need for 
delivery to their homes, then email an expenses form and 
scanned receipts to payroll. It is theirs to keep, although 
the council will not replace or support it and we do 
remind them that this is funded by “you the taxpayer”. 

In some cases we need to provide equipment directly 
and for this we have implemented a drive-through 
pick-up service. Staff can book what they need online 
and drive to the car-park at County Hall in Norwich. 
Someone will open the boot (or motorcycle top-box…) 
and put the equipment in, then they can drive away. 

Q. How do you think coronavirus will 
change the way the council works? 

When this is all over, there are things we want to keep 
doing and others we don’t want to go back to. We can 
make full use of Microsoft Teams, such as using it for 
large ‘face-to-face’ meetings in the way we are now 

doing for leadership and resilience teams. Having a 
single, shared version of a document and working on in 
real-time improves our agility compared with emailing 
changes. And we will continue to encourage remote 
working, including helping managers to be competent 
and have confidence in managing remote teams. 

Then there’s the stuff we never want to go back 
to, including taking cash in the canteen at County 
Hall, physical distribution of post and submission of 
paper invoices. More significantly, there are some 
buildings that people seem to be living perfectly 
well without, as well as unnecessary travel costs. 

It has been a massively challenging time with 
everyone crazily busy, but people have been fantastic 
and have accepted that things will not always 
work first time. We are planning for the recovery 
phase, when there will be great opportunities to 
keep driving digital services forward at pace.  

Kurt Frary, chair of Socitm’s East regional group
and motorcyclist, uses Norfolk County Council’s
drive-through service at County Hall 

Q. What has it been like running the council’s 
technology service over the last few weeks? 

It has been hugely rewarding seeing how our technology 
investments have paid off and I have been very proud of 
how the infrastructure and the IMT team have worked 
with all the staff across the council to keep services 
running. There is no doubt that the technology has made 
a massive difference to the ongoing delivery of services 
to the people of Norfolk. I have been really impressed 
with everyone’s flexibility and can-do attitude. It’s at 
times like these that people show what they are made of. 
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Graham Catlin considers how local public services 

might reset, reform and recover after coronavirus

As unprecedented lockdown 
measures appear to be successfully 
flattening the curve of coronavirus 
infection, thoughts inevitably turn to 
the shape of life after the pandemic. 
The language of a ‘new normal’ or 
‘reset’ has entered the lexicon.

However, resetting the way in which 
local public services are provided 
and managed will involve lasting 
reform of working practices and 
service delivery approaches to 
enable residents, communities and 
businesses to recover across the 
UK’s diverse range of localities. 

Digital technology has already 
played an enormous role in helping 
society maintain a simulacrum of 
the past normal, enabling some 
level of social interaction as well as 
remote working and home schooling 
for many. We can expect many new 
challenges for digital practitioners 
in the public sector as we grapple 
with designing the new normal. 

However, adversity and the resulting 
difficult times lead to innovation 
and opportunity. Urgency requires 
that decisions and choices are made 
quickly with little time for reflection, 
and even at a time of great loss 
and disruption there are likely to 
be unexpected collateral benefits. 

In the haste to emerge from 
lockdown, it is important not only 
to reflect on the positive outcomes 
achieved during this period of 
change but also to consider how, 
as a sector, we can reset and 
reform as we recover from the 
pandemic. The key questions to 
ask are: which changes to working 
practices should we hold on 
to? And what should change? 

Accountability and

engagement 

By adopting the policy of lockdown, 
the UK government – in common 
with many others – has removed 
rights of free unhindered assembly 
and movement, what the prime 
minister referred to as “ancient 
rights and freedoms”. By and large 
people responded positively to 
the clear message of “stay at home 
protect the NHS and save lives”. 
However, there is no guarantee that 
this will continue, given generally 
low levels of public trust in politics 
and politicians in recent years. 

For the government and the 
wider public sector to retain 
current support when continuing 
to ask the public to make great 
sacrifices, transparency is essential. 

This means ensuring that there 
is consistency in engagement 
with the public to facilitate good 
communication, clear messaging 
and clarity around expectations, 
both in terms of behaviour in the 
short-term and in the long run. 

The use of remote meeting 
technology by local public  
authorities is a way to rebuild 
transparency and perhaps trust 
by improving the nature of public 
discourse. There is an opportunity to 
make virtual meetings part of normal 
practice, where it is important to 
build in an interactive element of 
public participation. This may also 
engage different sectors of the 
community who may be disinclined 
or unable to visit formal meetings. 

Sustainability 

In looking to reduce controls 
and allow people to return to 
work, the government and public 
sector will need to ensure that 
plans are sustainable. On a basic 
level, this means doing things that 
are unlikely to cause significant 
increases in new infections. But 
it also means considering privacy, 
how staff work and organisations’ 
need for office space.  
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“Which changes to 
working practices should 

we hold on to? And 
what should change?” 

Graham Catlin, 
Socitm 

As lockdown is loosened, 
coronavirus will still be in the 
community at some level. In 
the absence of a vaccine, the 
UK government is planning to 
use track and trace technology 
implemented through a smartphone 
app. Adequate take up of this app 
will require detailed consideration 
of the ethics of tracking, data 
sharing and privacy. There must 
be no suspicion that personal 
data might be harvested. This 
will require transparency and 
communication to ensure that 
the public benefit of the app and 
track and trace system behind it 
is understood, with a role for the 
Information Commissioner’s Office 
in promoting a clear code of conduct.

Homeworking has enabled 
councils to transact much day-to-
day business with workers based 
at home, while video and audio 
conferencing is enabling formal 
communication and informal 
team meetings. There is some 
evidence, including from Alison 
Hughes, chief information officer 
of Liverpool City Council, that the 
productivity of contact centre 
staff has increased dramatically 
through being home-based, so 
that now they are taking more 
time to deal with complex cases. 

Staff may be better able to balance 
the competing demands of family 
and job when homeworking, while 
still achieving more. However, we 
need to consider their wellbeing, 
particularly how to shape a new 
attitude to work-life balance 
when it is not actually necessary 
to log off and leave the office.  

Homeworking may make a lighter 
management style more appropriate. 
More broadly, changes have 
been implemented in local public 
services in a dramatic and rapid 
way, with different delivery models 
harnessing cloud based services 
at a pace and penetration not seen 
before. This has demonstrated 
that with a clear outcome in mind, 
staff can be trusted to take risks 

and radically change the way that 
they work without an overbearing 
bureaucracy and management style.  

It also raises the question of 
whether local public services need 
all the buildings they currently 
occupy. There could be an 
opportunity to turn some of the 
surplus into co-working spaces 
for creative and independent 
workers, helping to support the 
local economy, or to establish more 
shared services that bring together 
different elements of government 
and partner organisations to 
deliver seamless services. 

or the availability of personal 
protection equipment, enabling 
other organisations to help. 

The future could involve more 
sharing of resources, expertise and 
information, with public bodies able 
to trust the data and the insights 
they receive. It would make sense to 
consider how local public services 
can share data in a more proactive 
way given recent experiences, 
building on the current positive 
attitude and considering whether 
there have been any barriers. This 
could also include pushing for the 
use of data insight in evidence-
based decision making to address 
problems and opportunities. 

Organisations also need to 
consider how they can equip their 
senior leaders and politicians 
to continue extending current 
ways of working into the future 
in a sustainable and transparent 
manner. They are likely to need 
additional support and input to lead 
and manage in a virtual capacity, 
which may require governance 
and performance management 
models to help facilitate and meet 
these requirements. This could 
include guidance on workforce 
management, managing through 
measuring outcomes, what tools 
managers need, how to help 
staff remain connected and how 
to conduct virtual meetings. 

The pandemic has seen local public 
services implement some complex 
strategies at a very fast pace. The 
agility and approach taken by some 
organisations is truly astonishing. 
We need to retain those qualities 
as we build a new normal.

Graham Catlin worked for 30 years in 
local government IT, including as IT 
service improvement manager at Cheshire 
County Council and technical change 
manager at Cheshire Shared Services. 

A version of this article will appear in a 
report by him to be published by Socitm 
at socitm.net/inform/resource-hub.

Collaboration and leadership 

The pandemic has seen a spike 
in cross-sector collaboration, 
working across organisational 
and geographical boundaries 
and with the voluntary sector. 
Greater Manchester’s 10 local 
authorities have established a 
shared dashboard based on the 
NHS operational pressures system, 
which flags information about care 
homes facing particular issues 
relating to coronavirus outbreaks 
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In an updated extract from 
his new report for Socitm, 
Jos Creese explores the 
opportunities and risks of 
three leading technologies

The top three technology priorities 
for 2020 will be artificial intelligence 
(AI), the Internet of Things (IoT) 
and cloud computing, according 
to international research with 
public sector ICT and digital 
leaders in Australia, Belgium, 
Canada, the Netherlands, New 
Zealand and the United Kingdom. 

Until now, most AI applications 
in the public sector have been 
focused on improving workflows 
and in automating front-end citizen 
experiences, such as using Alexa 
(or similar devices) and chatbots 
in customer service settings. 
Robotic process automation (RPA) 
is also being used to simplify and 
reconfigure transaction processes, 
making them automated, less 
error-prone and more efficient. 

In 2020, we will see the emergence 
of more sophisticated integration 
of AI with back office systems, 
more automated decision-
making and machine learning to 
anticipate individual customer 
needs, using natural language 
processing, augmented reality and 
other emerging technologies. 

In the private sector, it has been 
suggested that AI will drive 
productivity and automation, but 
there is no strong evidence of 
this emerging from our research. 
ICT and digital leaders will also 
need to consider governance and 

ethics around AI use, especially 
in using personal data to manage 
the relationship between 
the state and its citizens. 

Things to be wary of 

IoT is taking off rapidly, especially 
in urban areas, with local 
authorities using sensors in a 
wide range of transport systems 
management scenarios. There is 
also a range of exciting possibilities 
in telehealth and social care, 
helping people to stay in their 
homes for longer and providing 
remote support when needed. 

For the public sector, the next 
decade will see IoT used in a wider 
range of applications, such as 
asset management and control, 
equipment monitoring and logistical 
planning. It will be used in new 
security access controls as well as 
optimisation of resources, tracking 
under or overuse, with centralised 
monitoring and reporting. 

ICT and digital leaders will need 
to consider how to configure IoT 
infrastructures in such a way 
that it does not become a legacy 
management problem or a security 
risk. The concern is that IoT could 
grow organically and unchecked, 
appearing in more and more devices 
and systems, without control 
or adherence to standards, and 
create new unexpected costs.  

Head to the clouds 

Cloud continues to offer a 
fundamental technology shift 
for the public sector, with 

most organisations surveyed 
expecting increased cloud usage 
in 2020. This trend will continue, 
replacing more traditional ICT 
outsourcing models, including a 
continued although gradual hybrid 
transition from ‘on-premise’/ 
‘private cloud’ to ‘public cloud’.  

Cloud will also stimulate changes in 
how public services are designed, 
delivered and governed, particularly 
in areas such as shared services, 
partnering with the private sector 
and mobile and flexible working 
for staff. Organisational change will 
need to embrace the full potential 
of cloud solutions and internal 
ICT teams will need to become a 
trusted broker of cloud solutions. 

This analysis was completed before 
the coronavirus pandemic, which 
has inevitably skewed short-
term digital priorities towards 
collaboration, remote working 
and automation. Issues such 
as delegated decision-making, 
digital signatures, collaboration 
tools, cloud dependency and data 
handling have been propelled 
to the front of the queue.  

None of this invalidates the 
predictions in the report. Indeed, 
coronavirus provides the 
opportunity to take a broader look at 
digital and IT mastery for the future. 

AI, IoT and cloud top global 

public sector’s technology list  

Full report: 
bit.ly/2xSPPbF

Socitm’s coronavirus resources:  
socitm.net/coronavirus

 Read more 
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New roles for Socitm’s president

and leadership director 

someone with Sandra’s skills and 
experience to join us at a time when 
digital and technological capabilities 
will be increasingly key enablers to 
our success in providing efficient and 
innovative services to our residents.”    

Worcestershire sought someone 
with proven technology leadership 
experience, including large-
scale transformation projects. 
Sandra said she believes the 
coronavirus crisis, while distressing, 
provides positive opportunities 
for such transformation.

“ICT organisations have 
implemented changes in a matter 
of weeks or days that previously 
took years or months. And, critically, 
people will now accommodate 
changes that would have been 
difficult to even suggest just a 
few weeks ago,” she said.

“My vision is to nurture this new-
found enthusiasm for change 
to reenergise the work we 
must do to deliver better public 
service outcomes for the people, 
communities and businesses that we 
serve within our respective places.” 

Sandra’s presidency, which will 
end at the President’s Week virtual 
conference in June, has seen her 
focusing on leadership, diversity 
and skills. “I have thoroughly 
enjoyed working closely with Sandra 
over the course of the last year to 
make some tangible progress in 
developing this theme,” said Nadira 
Hussain. “All of us are thrilled to see 
her take this step from Dudley to 
Worcestershire and we know that 
her new colleagues will be excited 
to see what can be achieved.” 

In March, Nadira, Socitm’s director 
of leadership development and 
research, started a new role 
in addition to her work for the 
society. As one of #techmums’ 
non-executive directors she is 
supporting its work to engage, 
empower and build the confidence 
and resilience of mothers through 
the appropriate use of technology. 
This can also help strengthen 
relationships with children, the 
family unit and within communities, 
and can help participants to 
improve their career prospects. 

Nadira worked for more than 25 
years in public-sector ICT, including 
as head of ICT for the London 
boroughs of Tower Hamlets and 
Enfield. While at the latter she 
helped establish the corporate 
career returners initiative specifically 
within the ICT service, which 
included mothers amongst others 
returning to work after a break. 
She has continued to build on 
the concept of supporting female 
colleagues at Socitm through the 
Empowering Women programme.  

“#techmums is a resource that 
seeks to empower women to make 
strong and life-defining choices. It 
also promotes engagement and 
advancement among a self-creating 
community where immediate social 
interaction might be hampered 
or conflicted,” said Nadira. “When 
one might be victimised or feel 
ultimately alone, technology can 
play a vital role in supporting 
social connection. It can have a 
huge impact on changing lives and 
improving the dynamics of the 
family set-up. I am delighted to be 
supporting such a worthwhile cause.” 

Socitm President Sandra Taylor 
and Nadira Hussain, a former 
president who is now the society’s 
leadership director, have both 
taken new roles. In July, Sandra will 
move to Worcestershire County 
Council as assistant director for 
IT and digital, while Nadira has 
joined campaign group #techmums 
as a non-executive director. 

Sandra has worked for Dudley 
Council for 28 years, where she is 
currently head of digital and ICT 
services. Following a combined 
degree in mathematics and 
computer science she initially 
worked as a programmer in the 
private sector, moving to the 
public sector in the early 1990s.   

“I wouldn’t say that working in the 
public sector has been an easy 
route,” Sandra wrote in an article 
for In Our View in 2017. “Over 
recent years, public services and 
professionals have increasingly 
been criticised by the media. But 
I feel proud to have worked for 
the benefit of my community 
and on projects that have 
showcased the Black Country.” 

Andrew Spice, Worcestershire 
County Council’s strategic director 
for commercial and change, said: 

“We are delighted to be welcoming 
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The President’s Week replaces our 
President’s Conference. With the theme 
‘Time to reset, reform and recover’, the 
week will offer shorter, daily interactive 
sessions starting each day at 10.45am from 
Monday 8 to Friday 12 June – see p3. 

Socitm’s regional groups are moving Share 
Local events online and opening them to 
participants outside their region – see map. 

Webinar Wednesdays next take place on 
3 June (digital maturity), 17 June (NCSC 
guidance) and 24 June (AI, augmented 
reality and health and social care).

Socitm hopes to return to hosting 
face-to-face events this autumn, 
with Share National on modernising 
ICT service delivery planned for 
21 October in Manchester. 

Let’s meet online

socitm.net/events

* Face-to-face event, but subject to change    ** A decision on whether to hold this event face-to-face or online will be made in due course

24/09/20, London/virtual**

Share National

London & South

26/06/20

East Midlands

08/07/20

Yorkshire & Humber

22/07/20

West Midlands

04/06/20 
30/09/20*

South-west

26/07/20

North-west

26/06/20 
25/09/20

21/10/20, Manchester

Share National

https://socitm.net
http://socitm.net/events
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