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1. What we were 
doing… 

2.What we have 
accelerated 

3.What else we 
have had to do. 
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Sponsor: Fiona McDiarmid 

HR Business Lead: Sarah Shirtcliff 
ICT Business Lead: Geoff Connell 
Property Business Lead: Simon Hughes 
 



Smarter Working Principles - draft 
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• Maximise the flexibility of how, when and where you work: be guided by 
the needs of the customer, the team, and yourself 

 

• Increase trust by focusing more on results and outcomes, and less on 
physical presence or activity 

 

• Improve processes continually 

 

• Use physical space and technology creatively to deliver better service, to 
connect and collaborate, and to achieve work/life balance 

  

 

The Smarter Working Principles provide guidance on how to go about smarter working    



Mobile and flexible working & Business Continuity 
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• We were pushing mobile / flexible working for 
efficiency and to reduce our property portfolio. 

• All staff had Teams, but we were rolling out soft 
telephony steadily – target Xmas.  Target now end 
of the week! 

• Steady progress towards electronic post, now nearly 
complete. 

• We were doing digital upskilling in small volumes, 
now 3-400 staff a day via Teams live broadcasts. 

• CCAAS soft telephony for contact center & chatbots, 
plans in months have moved to days. 

• We said staff could work at home, now we say they 
must – just offered £250 per worker for kit. 

 

• In February 2020 we carried out a stress test of 
our infrastructure we got 3,500 staff working 
from home in one day. 

 We now have over 5,000 every day! 

NCC Values 



What we have to do & Lessons Learnt?  

• Teams has been fantastic but some of partners are playing catchup and we are 
trying to help them.  We have also removed whitelisting and added remote 
access blocking.  Also need to change routing. 

• Teams is only for B2B for video (but all can audio conference in with E5), Zoom 
de facto standard for citizen video contact.  Considering cyber & good practice 

• Drive thru pickups (amongst other agile deployment of new ways of working)  

• Cyber cell as part of resilience has been positive (LRG, NHS & Blue Lights) 

• List of things we never want to go back to 

• Digital upskilling delivered at pace has been critical 

• Online Council meetings will be a challenge 

• Silver & Gold, TCG, SCG, NRF etc working well – see next slide. 
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Recovery Phase 

Anna Graves 
(Breckland Council) 

 
 

Norfolk - Command, Control & Coordination 

(c3 structure) 

                 

Multi-Agency Fusion 
Group (MAFG – 
formerly MAIC) 

Strategic Coordination Group 
(SCG) Tom McCabe Chair (NCC) 

Tactical Coordination Group 
(TCG) Trevor Holden Chair (Broadland & South 

Norfolk Councils) 

Delivery Groups 
 
 
 
 
 
 
 

Community Resilience and 
Recovery Group 

Stephen Evans (Norwich City Council) 

Health and Social Care 
Cath Byford (CCG) 

Economy Group 
Chris Starkie (LEP) 

Norfolk Cyber 
Duncan Arnold (NCC) 

Mortality Pathway 
Coordination Group 

(MPCG) 
Caroline Clarke (NCC) 

Self Isolation for 
Transient and Vulnerable 

Groups  
Lee Robson (Norwich City) 

Response 
Phase 

Recovery 
Phase 

Communications 
Delivery Group 

(James Dunne, NCC) 

Digital Cell 

NCC Gold 
Fiona McDiarmid 

Chair (NCC) 

NCC Silver 
Al Collier Chair 

(NCC) 

Terms of Reference for each 
forum on following slides 



Things we want to keep doing/never go back to 
We want to encourage: 

• Teams instead of large face-to-face meetings 
• Use the etiquette we’re developing for silver and gold 

• Full use of Teams’ features 
• Remote working, and managers’ confidence/competence in managing remote teams 
• Working on shared documents 

Stuff we never want restored once this is all over…  
• Taking cash in county hall canteen  
• Post going to local offices (or any physical distribution) 
• Paper invoice submission 
• Certain buildings that people seem to be living perfectly well without. 
• Unnecessary travel, etc, etc. 
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geoff.connell@ 
norfolk.gov.uk 

Summary & Conclusion 
Massively challenging time, but presents opportunities for IT and Digital Service Redesign 
 
Collaborative working across local public sector is key and interoperability moving forward 
at pace, though capacity & maturity is highly variable. 
 
Peak in Norfolk likely just 2 weeks away, but period of lockdown uncertain. 
 
Planning for recovery phase now and not going back to old ways of working. 

Digital Connectivity 
www.norfolk.gov.uk/digital 

https://www.norfolk.gov.uk/digital

