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CANON HAS 
PARTNERED 
WITH LOCAL 
GOVERNMENT 
FOR OVER 40 
YEARS
We are living in a world that is experiencing 
unprecedented growth both of information 
and imagery. A world where the security of this 
information is more significant than ever and 
local government are under more pressure to 
build digital services around their citizens needs.
 
Canon perfectly understands not only your 
needs, but also the challenges facing you and 
is perfectly placed to guide you to new ways 
of working while maintaining services to all 
stakeholders.

Contact us to find out more: 
publicsector@cuk.canon.co.uk

“ By rethinking the way that we work, 
Canon has helped us to better serve 
the citizens of Leeds.” 
 
Helena Phillips 
Chief Officer of Shared Services 

https://www.canon.co.uk/
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President’s letter

We continue to work closely with the Warps and the LGA 
has kicked off engagement with a stocktaking exercise 
to fully understand where authorities are right now and 
how the funding can be used most effectively. So please 
respond to the stocktake questionnaire when it comes out 
this summer and look out for subsequent grant funding 
opportunities, access to shared good practice materials and 
training offers. You can find out more at local.gov.uk/cyber-
security and get access to other useful material such as ‘A 
Councillor’s guide to cybersecurity’. 

Remember keeping cybersecure will help you keep on the 
right side of the General Data Protection Regulation (GDPR), 
which you can also read more about in this issue (page 6).

In the last issue I mentioned a “cunning plan” that was 
being hatched in Norfolk to improve mobile voice and 
data coverage, despite an absence of government funding 
(unlike fibre initiatives where, thankfully, Department for 
Digital, Culture, Media and Sport funding is available). 

I am pleased to say that the plan is progressing well. We 
procured a mobile network quality audit which involved  
a company called AWTG driving over 5,000km of Norfolk’s 
roads and walking around 30 locations with equipment 
which very accurately assessed the strength and quality 
of the mobile signal availability at over six million sample 
points. This data shows us where each of the four main 
mobile network operators (MNOs) has “not spots”.

We have used this to work with the MNOs and their 
industry body, mobileUK.org, to explain how we propose 
to use this data to marry up the locations of our 200 most 
suitable public sector assets, such as buildings and fire 
towers, to the locations where they have gaps in coverage. 
We will then offer low-priced packages to get the MNOs’ 
equipment onto our structures so they can improve their 
coverage and thereby improve network availability to the 
residents and businesses across Norfolk.

Given our analysis shows that at present one call in 
five across the county will fail, there’s lots of work to do. 
However, the MNOs have confirmed they support the 
initiative and want to work with us to close the gaps. The 
data will also be published online on our website next 
month so that local mobile phone buyers can make better 
informed buying decisions.

I have really enjoyed my two terms as Socitm president and 
hope you have found my periodic updates of interest.

Welcome to the 2018 President’s Conference edition of In 
Our View. This is my final introduction as my presidential 
term comes to an end at the conference. 

As part of the handover process to the incoming president 
Nicola Graham, we both attended the Municipal Association 
of Victoria conference held by our sister society in Geelong, 
near Melbourne in Australia. It was a stunning conference 
in terms of location, quality of content and ideas exchanged. 
You can read more about the conference on page 21. 

My personal highlights from the event included examples 
of Australian councils using drones and fixed and wireless 
technologies to enable remote connectivity, as well as their 
approach to collaborative service redesign. I was also taken 
by future predictions in relation to drones, autonomous 
vehicles, AI and their impact on future job roles. 

We also developed plans with other bodies like Socitm from 
around the world to work together on projects including 
blockchain proof of concepts and apps which show what 
software other authorities are using and when they are due 
to re-procure.

I am pleased to say that the cybersecurity work I have led 
as Socitm president in conjunction with lead individuals 
from the Local Government Association (LGA), National 
Cyber Security Centre, Ministry of Housing, Communities 
and Local Government and warning, advice and reporting 
points (Warps) has resulted in the LGA being awarded 
with significant funding from the National Cyber Security 
Programme to help us in local authorities improve our 
cybersecurity capabilities.

CONFERENCE 
CALLS

https://www.local.gov.uk/our-support/efficiency-and-income-generation/cyber-security
https://www.local.gov.uk/our-support/efficiency-and-income-generation/cyber-security
http://mobileUK.org


44

AUTOMATION
AND ETHICS

Contents

AUTOMATION: NOT 
AUTOMATICALLY GOODp14
Special feature



55

/ News

06
DATA BREACH COUNCILS 
UPGRADE POLICIES FOR GDPR
Merton, Lincolnshire and Derby detail 
compliance work

07
ICO FOCUSES ON 
ACCOUNTABILITY, NOT FINES  
The regulator’s Jovian Smalley on local 
authorities and GDPR

08 
SCOTTISH COUNCILS SAVE 
£1M BY SHARING GDPR 
PREPARATIONS 
Martyn Wallace discusses joint work 
by Scotland’s local authorities

09 
CAREER RETURNERS MAY 
BOOST WOMEN IN IT SAYS 
HUSSAIN  
Former Socitm president talks about 
ways to empower women

10 
SHAREDIGITAL: IT’S ALL ABOUT 
PEOPLE SAYS DORSET BOSS
Event also hears from Socitm 
president-elect Nicola Graham and 
London CDO Theo Blackwell

12 
NATIONS AND REGIONS NEWS

Published by  
Socitm 
8a Basset Court  
Northampton 
NN4 5EZ

ISSN 2055-7892

 

Editor:  
SA Mathieson

Editorial advisers:  
Nigel Bragg  
Martin Ferguson

Contributors:  
David Dean  
Max Salsbury

Advertising  
and sponsorship:  
nigel.bragg@socitm.net

Feedback: 
inourview@socitm.net

Production and design: 
Christopher Doyle 
Magdalena Werner

/ Special feature 

14 
AUTOMATION: NOT 
AUTOMATICALLY GOOD
How to introduce chatbots and 
algorithms ethically

/ World view 

21 
TECH FROM CITY TO SHIRE
Melbourne and Adelaide discuss 
work at Australia’s Transformers 
conference

/ Personal view

24
FROM DATABASES TO 
DRIVERLESS VEHICLES
Cambridgeshire’s head of digital 
infrastructure Noelle Godfrey

/ Socitm overView 

26 
SOCITM ANNOUNCES 
SPEAKERS FOR WALES AND 
LONDON EVENTS 
28 
INFORM UPDATE

29
PUBLIC SECTOR SPENDS JUST 
2% OF BUDGET ON ICT

30
EVENTS DIARY

Additional details



6

News

DATA BREACH COUNCILS 
UPGRADE POLICIES FOR GDPR
Of the 25 councils that suffered 
a loss or breach of data between 
2013 and 2017, 14 failed to 
report it, according to Freedom 
of Information (FoI) requests 
submitted by a privacy campaigner.

Big Brother Watch said that while 
reporting breaches of personal data 
to the Information Commissioner’s 
Office has not been obligatory 
under existing data protection laws, 

organisations will need to do within 
72 hours under the European General 
Data Protection Regulation (GDPR), 
which comes into force on 25 May.

Responses from 395 local 
authorities found that 114 of them 
had experienced at least one 
cybersecurity incident between 
2013 and 2017. Three-quarters 
of the authorities do not provide 
mandatory training and 16% do 
not provide any such training.

Merton Council was one of 
two councils, along with City of 
Westminster, reporting three losses 
or breaches over the period. It 
experienced three further incidents, 
none of which it reported.

A spokesperson said that it would 
only have reported a loss of data 
externally. “Merton experienced six 
cyber-attacks between 2013 and 
2017, immediate action was taken for 
each incident and no data was lost 
from the council. We take a proactive 
approach to information security to 
ensure data is protected – adopting 
security resilient software, educating 
staff and establishing procedures.”

The London borough is currently 
working on GDPR compliance, 
including updating its information 
asset registers, data sharing 
agreements, privacy notices and 
contract clauses. It has updated its 
procedures, which involve informing 
the ICO and other authorities where  
it deems appropriate.

Lincolnshire County Council was 
hit by two cybersecurity incidents 
in January and November 2016, 
during which files were maliciously 
encrypted. The November incident 
was more than twice the size of 

the January one, with 116,538 
files scrambled. In both cases 
the county refused to pay a 
ransom and informed police.

The GDPR has triggered an update  
of the council’s information assurance 
framework. “We are making some 
changes which include updating our 
data protection and security policies 
and processes, introducing a register 
of data processing activity and 
updating our privacy notices and staff 
training to reflect the new regulations,” 
said David Ingham, the county’s 
information assurance manager.

Derby City Council also suffered two 
ransomware incidents in 2016. “In 
both cases a small number of files 
were corrupted. We did not pay the 
ransom. We deleted the files and 
recovered them from backups. No 
data was lost,” said a spokesperson. 

“Neither incidents were reported 
to the ICO as no data was lost and 
there was no risk to individuals.”

The city council added that it has 
been preparing for the GDPR with 
a cross-departmental ‘task and 
finish’ group. “We’ve refreshed 
our information inventory and 
are currently reviewing our data 
collection and data management 
arrangements to ensure they meet 
the enhanced rights of individuals 
under GDPR,” said the spokesperson. 

Work has also been carried out 
with suppliers and with staff, the 
latter through intranet pages, 
emails to all staff, presentations, 
workshops and online learning. 

Big Brother Watch report:  
bit.ly/2EQ1ci5

Merton’s Crown House headquarters. Photo: 

Copyright David Harper via Geograph, used 

under a Creative Commons licence

http://bit.ly/2EQ1ci5
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ICO FOCUSES ON 
ACCOUNTABILITY, NOT FINES  

Q. In general, how well have 
local authorities prepared for 
the adoption of the GDPR? 

The GDPR gives greater control 
to people about how their data is 
used and compels organisations 
to be transparent and account 
for their actions when processing 
people’s personal data.  

Local government has been dealing 
with data protection for years but 
the new legislation is a critical time 
to refresh policies and processes 
and to upgrade staff training. 

We know from speaking to councils 
that there’s lots of work being 
done to prepare for GDPR. And 
our last survey showed that people 
in the UK are more likely to trust 
public bodies with their personal 
information than private companies, 
so that’s something to build on. 

But there’s still work to do – for 
example we recently published some 
useful advice for local authorities 
about reporting personal data 
breaches. That was based on insight 
which showed local authorities 
were not as prepared for the breach 
reporting requirements under the 
new legislation as they could be. 

The message is that there’s lots of 
tips and guidance available from the 
ICO to help local authorities prepare. 

Q. What is the single biggest 
change local authorities are 
having to make for the GDPR? 

One of the most important aspects 
of the GDPR is accountability. 
The new legislation places an 
onus on organisations to know 
and understand the risks their 
handling of personal data creates, 
to mitigate those risks, and to 
demonstrate they have done so.  

Good practice tools that the ICO has 
championed for a long time such 
as privacy impact assessments and 
privacy by design are now legally 
required in certain circumstances. 
It’s vital that organisations 
maintain relevant documentation 
on processing activities and 
create and improve security 
features on an ongoing basis. 

Another key change for some 
local authorities will be that the 
tone of organisations’ approach 
to data protection has to come 
from the top. It’s up to boards 
and leadership teams to foster a 
culture of accountability about 
how personal data is used. 

That means equipping staff with 
the training and tools they need 
to get data protection right, and 
demonstrating to them that data 
protection is not a box-ticking 
exercise but a commitment to 
people that you will handle their 
personal data with care and respect. 

Q. How will the changes 
on children’s data affect 
local authorities? 

The GDPR contains new provisions 
intended to enhance the protection of 
children’s personal data – in particular, 

privacy notices and parental consent 
for online services offered to children. 
Children have the same rights as 
adults over their personal data and 
can exercise their own rights as 
long as they are competent to do so. 
Where a child is not considered to 
be competent, an adult with parental 
responsibility may exercise the child’s 
data protection rights on their behalf.
We’ve included a section covering 
this topic in our Guide to the GDPR. 

Q. Do you expect to issue 
larger fines against public 
bodies in future? 

As Information Commissioner 
Elizabeth Denham said in one of 
her GDPR myth busting blogs, the 
ICO prides itself on being a fair and 
proportionate regulator and this 
will continue under the GDPR. 

Those who self-report, who engage 
with us to resolve issues and who can 
demonstrate effective accountability 
arrangements can expect this to 
be taken into account when we 
consider any regulatory action. 
Enforcement will be proportionate 
and, as it is now, a last resort. 

At the ICO, we want organisations 
to get this right. With the GDPR 
comes an opportunity for good data 
protection practice to pervade your 
organisation. This will benefit not 
just the public but your organisation 
as well as it reaps the reputational 
rewards, allowing it to thrive in 
the new privacy landscape. 

Advice on reporting personal data 
breaches for local government:  
bit.ly/2qmhtH1

Guide to GDPR and children’s data:  
bit.ly/2BDvCpN

The Information Commissioner’s Office’s 
public services group manager on how 
the regulator expects the GDPR to affect 
local government

Jovian Smalley 

http://bit.ly/2qmhtH1
http://bit.ly/2BDvCpN


8

News

Most of Scotland’s local authorities 
are using shared material to 
prepare for the introduction of the 
General Data Protection Regulation 
on 25 May, saving the costs of 
developing their own material.

The GDPR work, led by Glasgow and 
Fife, was organised by the Digital 
Office for Scottish Local Government. 
The two councils produced a toolkit, 
checklists and training materials, 
which were then tested by other 
authorities. The final package was 
released by the office to all of its 
30 subscribing councils – all in 
Scotland except Clackmannanshire 
and Moray – in February through 
the Khub service, where it has 
more than 650 individual users.

“The beauty is we have one 
interpretation of the rules,” says the 
office’s chief digital officer, Martyn 
Wallace. “Data protection had been 
used as a disabler, as people don’t 
quite understand the ins and outs,  
or had their own perceptions of what 
data protection is. What we’ve done  
is take the dialogue around GDPR and 
what it means to make it an enabler.”

Since Wallace and chief technology 
officer Colin Birchenall took up their 
posts in autumn 2016, Scotland’s 
digital office has set up shared 
programmes in three categories: 
digital leadership, including skills 
development and digitally enabling 
elected members; digital foundation, 
including cloud computing, GDPR, 
networks and mobile working; and 
digital services, covering areas 
including education, health and 
social care, and internal processes 
such as finance and payroll.

SCOTTISH COUNCILS 
COLLABORATE ON GDPR
PREPARATIONS

“What we’ve done 
is take the dialogue 
around GDPR and  

what it means to make 
it an enabler”

Martyn Wallace, Digital Office for 
Scottish Local Government

The cloud computing programme 
has seen nine councils deploying 
Office 365. Wallace says the digital 
office can help them share their 
experiences of implementation.

Wallace had previously worked for 
technology suppliers to councils 

– “My culture’s been private sector, 
just get on and do things,” he says – 
but has come to realise that local 
authorities have to do things with 
some care. “At the end of the day, to 
transform a service it’s not as if we 
can test it and if it fails, it’s fine. This 
could be somebody’s life. It has to 
be really good before we deploy it.”

As an example of such a service 
the digital office is starting work 
on telecare, an area Wallace says 
has great potential for improved 

technology, adding he has a further 
motivation: “Whatever I build now,  
in 20 years I’ll be using.”

Other areas of the UK have either 
appointed or are planning to 
appoint shared chief digital officers, 
including London and the West 
Midlands, where mayor Andy Street 
is planning a similar appointment. 
Wallace jokes he would be prepared 
to extend his empire – “I’ll happily 
invade Wales and England” – adding 
that he has met London’s chief 
digital officer, Theo Blackwell, and 
talked to people in Wales and 
Northern Ireland about his role.

He says that changing attitudes is 
among the most important jobs 
for those setting up shared digital 
offices, particularly to convince local 
authority professionals to share their 
experiences. He was able to get one 
Scottish council, which was having 
a licensing problem with a supplier, 
to talk to another which had saved 
hundreds of thousands of pounds by 
negotiating with the same company. 

“Getting people to talk to each other, 
that’s the biggest trick,” Wallace says.

“Re-using and sharing products 
and services, facilitated by the 
Digital Office, just makes sense,” 
says Nicola Graham, head of ICT 
at Aberdeenshire Council and 
incoming Socitm president. “It cuts 
out duplicated effort and allows us 
to get on and do other things.”

Digital Office for Scottish Local 
Government: digitaloffice.scot

West Midlands mayor Andy Street 
seeks CDO: bit.ly/2IQn0wn

http://digitaloffice.scot
http://bit.ly/2IQn0wn
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Encouraging career returners 
into local government may 
help bring more women into 
ICT work, according to former 
Socitm president Nadira Hussain. 

Hussain, who in March stepped down 
from Socitm’s board of directors 
after seven years as a non-executive 
member, championed women in 
IT when she served as president 
in 2015-16. As head of ICT at the 
London borough of Enfield, she 
participates in a scheme that recruits 
career returners for six months 
of work, training and support. 

“It gives them six months to build 
their confidence, to grow, develop 
and re-establish their skills and 
expertise,” says Hussain. “Through 
offering learning development, 

CAREER RETURNERS MAY 
BOOST WOMEN IN IT 
SAYS HUSSAIN  

training opportunities, and buddying 
schemes, we can reskill the women 
to come back in and secure 
permanent roles. It’s really effective.” 

Enfield finds candidates through a 
specialist agency and places in the 
council’s support services, including 
ICT, transformation, legal services and 
finance. At the end of the six months, 
the council can offer them permanent 
jobs. Hussain employed one woman 
as a technical architect from the first 
scheme last year, and has hopes of 
those in the current second group.  

She says that Enfield’s scheme could 
act as a model for other authorities, 
adding that there is also untapped 
potential to encourage young women 
to consider jobs in local authority 
technology while still at school. 

Of her time on Socitm’s board, 
Hussain says she is particularly 
proud of her work establishing the 
Empowering Women in a Digital 
World course, which has been 
taken by more than 70 women 
in four groups. “The positivity 
that has been generated by the 
women who have taken the course, 
in terms of transformational 
changes to their personal and 
professional perspectives, has 
been phenomenal,” she says. 

She adds that she has sent three 
of her own staff at Enfield on the 
course. “It’s really satisfying to see 
that you have established something 
like that you’re able to offer to 
your own staff,” Hussain says.  

Socitm as an organisation has 
changed, with more women 
working for it and a more open 

and diverse culture resulting, she 
adds. Hussain says that it has 
been very satisfying to help shape 
Socitm so that it provides valuable 
services to its members, and to see 
it gaining recognition as an authority 
on how technology can improve 
the delivery of public services.  

“It’s really satisfying 
to see that you have 

established something 
like that you’re able to 
offer to your own staff”

Nadira Hussain on Empowering Women 
in a Digital World 

She adds that she will continue to 
participate in the society at a regional 
level, including its London steering 
group, with a focus on encouraging 
collaboration and expertise between 
authorities: “How can we try to 
collectively do things to save on 
energy, time, effort and cost?” 

Empowering Women in a 
Digital World: bit.ly/2ctKhJy

Nadira Hussain, speaking at the Socitm 

annual 2017 conference

http://bit.ly/2ctKhJy
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SHAREDIGITAL: IT’S ALL ABOUT 
PEOPLE SAYS DORSET BOSS
Councils’ digital transformations 
must focus on customers to 
ensure no-one is left behind, Matt 
Prosser, chief executive of Dorset 
Councils Partnership and Solace’s 
spokesman on digital leadership, told 
the ShareDigital event in London.

In his address, titled ‘Digital Dynamos 
or Digital Dinosaurs’, Prosser said 
that digital leadership “isn’t about 
equipment – it’s about enabling 
people. Customers must be at the 
centre of the digital transformation 
journey and those who cannot access 
technologies shouldn’t be excluded.”

“Government needs to respond 
rapidly to council funding,” he 
added. “Raising council tax is not 
the only answer – clearly digital 
transformation has a part to play in 
meeting the financial challenges.

“In my role at Solace, supporting 
members and local government 
and sharing a better understanding 
of digital leadership, often I am 
preaching to the converted. But I 
also try to convince CEOs who don’t 

have a background in digital to 
embrace it. Modern leaders need 
humility and the ability to listen.”

The event, attended by 200 people 
on 8 March, featured around 
50 ‘share sessions’ – informal 
presentations and roundtables on 
topics submitted by delegates that 
provided multiple opportunities 
for other attendees to hear about 
their digital successes, issues and 
experiences. The rapid emergence 
of AI and machine learning within 
the public sector was a dominant 
topic at the conference. Delegates 
had the chance to discuss a number 
of case studies, including Hampshire 
County Council’s use of Amazon 
Echo technology to support older 
people needing care and Aylesbury 
Vale District Council’s use of AI to 
respond to customer enquiries. 

 
Help us save money

Wigan Council’s assistant director of 
IT Alison Hughes told the event that 

“there were 44,000 adults in Wigan 

who’d never accessed digital…and 
Wigan was one of the hardest hit 
local authorities in terms of the cuts.”

So the council has asked its residents 
to help it to save money. “We came 

March’s ShareDigital event

“Customers must be at 
the centre of the digital 
transformation journey 
and those who cannot 

access technologies 
shouldn’t be excluded”

Matt Prosser, Dorset Councils 
Partnership
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up with the Wigan deal – it’s about 
a different relationship with our 
residents,” said Hughes. “A big part 
was about saying to residents that 
you should get online which will help 
us lower prices, and help you and 
we won’t have to raise council tax.”

Cllr Liz Fairhurst of Hampshire 
County Council said its use of telecare 
system has saved money, but has 
had other benefits as well. “When 
the cuts started we realised we had 
to go into telecare,” she told the 
event. “After four years we saved 
£7.1m, but it wasn’t just about the 
money – it was about empowering 
people. We have 8,600 service users, 
and it carries on saving us money.”

Hampshire County Council’s director 
of adults’ health and care Graham 
Allen added: “We are agnostic about 
the tech we use. Part of our success 
is that we’ve been able to replace lots 
of traditional systems with new tech.

“We’re about to start projects that will 
save £56m in just my department 

– we cannot make these savings 
without harnessing the power of 
tech. We are now at a point where 
talking to a machine through wifi 
can deliver positive outcomes.”

Idris Jahn of IoT UK told delegates 
that his group is trying to encourage 
the adoption of internet of things 
technologies. “When I see the 

doctor, I have pretty much the 
same experience my grandparents 
had; it hasn’t changed for several 
decades. Health and social care is 
ripe for change,” he said. He outlined 
a “diabetes test bed” which has 
seen thousands of people adopting 
wearable tech to improve their 
support – tech that can monitor 
diet, exercise and insulin levels.

 
Changing council culture

Incoming Socitm President Nicola 
Graham confessed that she “hates 
the word ‘digital’,” in a session 
that looked at ways for councils 
to embrace new digital ways of 
working. “It’s an old person’s 
word. When you talk to teenagers, 
they don’t use it because it’s 
just the real world,” she said.

Niraj Dattani, a councillor at the 
London Borough of Harrow, added 
that the council told him his “crazy 
ideas” couldn’t be done. “The biggest 
barrier was the culture, which 
is I think is the same in all local 
government,” he said. “I was met 
with obstacles like ‘things could go 
wrong’, but things go wrong all the 
time. There’s something about the 
structure of local government that 
sets you up to meet these problems.”

Theo Blackwell, London’s first 
chief digital officer, concluded 

the event. He mentioned a report 
from the National Audit Office 
warning that one in 10 local 
authorities see themselves going 
bankrupt in the near future, but 
said he was more optimistic: “Tech 
practitioners in public services can 
play a big role in saving money. 
This is a huge moment where we 
can really make a difference. The 
policy framework is better than 
it’s ever been for technology.”

Blackwell added that UK councils 
have “amazing institutional support” 
from organisations including Socitm 
and the Government Digital Service.

Asking why councils are not smarter 
in their digital work, Blackwell cited 
a lack of capacity to understand the 
development and implementation 
of smart city strategies; a need 
for a more collaborative approach 
to ensure adoption by citizens; 
and a need for greater clarity on 
potential private sector partners.

He warned: “The dial is too far in the 
direction of super-fragmentation. 
We have 40 different tech groups in 
London. Can we come together and 
be greater than the sum of our parts?

“Yes, we can do more. We need to tell 
our story. We need to be in a position 
of strength. Data is a great benefit – 
and we need to start setting that out.”

Matt Prosser, Dorset Councils 
Partnership at March’s 
ShareDigital event
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NATIONS AND 
REGIONS NEWS
To pass on local authority ICT news, email inourview@socitm.net

Scotland

Angus Council has suspended 
its ‘digital first’ approach towards 
customer contact, following protests 
from opposition councillors that 
pushing citizens towards internet 
channels including Skype is not 
inclusive.  

https://bit.ly/2IOtXOp

Stirling Council has set up a 
digital platform for sharing local 
information, covering health, 
wellbeing, social care, businesses, 
social groups, leisure and visitor 
attractions. The online directory 
expands a model used for self-
directed support in social care. 

https://bit.ly/2JCNgeI 

Wales

Cardiff Council, Vale of Glamorgan 
Council and Cardiff and Vale 
University Health Board have set up 
a ‘Smart House’ service. The facility, 
visited by about 50 older or disabled 
people each month, showcases 
equipment, aids and adaptations. 

https://bit.ly/2qrIXu2

North-west England 

Liverpool City Region Combined 
Authority has appointed a 
consortium to deliver a digital 
infrastructure plan to map the city 
region’s existing assets, identify 
opportunities for their use and 
suggest potential operating models. 

https://bit.ly/2v75odB

Wigan Council has equipped an 
empty bungalow with more than 
50 pieces of technology, including 
sensory lights and facial recognition 
software. The council is already using 
Amazon’s Alexa to help residents 
operate lights and call a control 
centre. 

https://bit.ly/2bipwjY

Yorkshire and the Humber 

Rotherham Metropolitan Borough 
Council is recruiting its first head 
of digital services with the aim of 
driving a digital-first approach both 
internally and externally, with a salary 
of between £61,468 and £65,770. 
Applications closed on 22 March. 

https://bit.ly/2CSPvGl

West Midlands

Stock-on-Trent City Council will 
commercialise its fibre network, 
allowing businesses and residents 
to access faster broadband services, 
working with VX Fiber. The first phase 
will focus on the Ceramic Valley 
Enterprise Zone, west of the city 
centre. 

https://bit.ly/2GVtI7B

East Midlands

Mansfield District Council is 
working on a digital transformation 
strategy, having sought a specialist 
company to assist in its creation. The 
council is also planning to convert the 
ground floor of its civic centre into 
a ‘shared digital hub’ including self-
service points. 

https://bit.ly/2vdflpE

East of England

Suffolk County Council is leading a 
project to build a public sector cloud 
service for public sector organisations 
in the East of England. Local NHS 
organisations, the county’s district 
and borough councils and Suffolk Fire 
and Rescue have already signed up. 

https://bit.ly/2IPqH5j

South-east England

East Kent Services, which provides 
shared services to Canterbury City 
Council, Dover District Council and 
Thanet District Council, has signed 
a seven-year deal transferring more 
than 230 staff to Civica, covering tax, 
benefits and customer enquiries.

https://bit.ly/2v6nv3k

London 

Waltham Forest Council is seeking 
to learn from e-commerce in 
improving customer experiences, 
according to Paul Neville, its director 
of digital and ICT. Doing so will 
encourage the use of self-service, 
saving the council money, he said. 

https://bit.ly/2HwBCkM

South-west England 

Bristol City Council is planning 
the second phase of its Smart City 
Operations Centre, and is looking 
for a commercial partner that can 
help it add traffic management and 
telehealth to the centre’s work, as 
well as identifying other areas for 
innovation. 

https://bit.ly/2EFLPZl

https://bit.ly/2IOtXOp
https://bit.ly/2JCNgeI 
https://bit.ly/2qrIXu2
https://bit.ly/2v75odB
https://bit.ly/2bipwjY
https://bit.ly/2CSPvGl
https://bit.ly/2GVtI7B
https://bit.ly/2vdflpE
https://bit.ly/2IPqH5j
https://bit.ly/2v6nv3k
https://bit.ly/2HwBCkM
https://bit.ly/2EFLPZl
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Personal assistants Amy and Andrew Ingram are not 
what they seem. If you are discussing an appointment 
with someone who copies one of the Ingrams, they will 
email you available times from that person’s diary and 
if one suits you can book it. But there’s no need to be 
effusive in thanking Amy or Andrew, as they do not exist.

There are clues that you are talking to automated artificial 
intelligence (AI) software, including the perky American 
English used by the Ingrams, the fact that both Amy and 
Andrew have the initials ‘AI’ and a message at the end 
of the emails offering you to “sign up for your own AI 
assistant”. But it appears to be possible to miss these  
clues: according to x.ai, which sells the service, in December 
2015 someone asked Amy if she was free for a drink.

Special feature

From FAQ to AI

Aylesbury Vale District Council has chosen to be much 
more transparent about its use of such software, which 
it started to introduce last summer for queries made 
by email and its website’s online chat service. It started 
deploying the system from Digital Genius using an assisted 
agent model, where software proposes answers to the 
incoming queries with a percentage of confidence and a 
human agent decides whether to use them or write their 
own. From the system going live in July to early March 14% 
of enquiries have been managed by artificial intelligence.

“The assisted agent sits on their shoulder and helps them do 
their job,” says Maryvonne Hassall, digital strategy manager 
for the council. “If it’s not right, or they know better, they 
input that and it will learn from that improvement. It gets 
better and better the longer it’s in.” For common queries 
this saves a lot of time, making staff more efficient.

AUTOMATION NOT
AUTOMATICALLY GOOD

Software such as chatbots and 
decision-making algorithms have 
a lot to offer local authorities, but 
they need to be deployed ethically
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This spring the council added answers 
to frequently asked questions on 
annual council tax bills – but unlike an 
online list of FAQs, council staff and 
citizens effectively rate the results 
by responding as to whether these 
answer their questions, allowing 
the answers to be improved over 
time. Hassall says the council is 
likely to add questions for other 
major events such as elections.

Earlier this year, the council started 
allowing the system to answer 
email and webchat queries directly 
on how to obtain a replacement 
bin and how to report a damaged 
garden bin and order a new one. 
As of early March it had sent 51 
automated responses with no human 
intervention. The software only does 
so if it is at least 90% confident it 
has the right answer, and so far has 
only operated during working hours 
so staff can monitor the system and 
citizens can transfer to a human.

Furthermore, the software doesn’t 
pretend to be human itself. “We had 
a big debate on transparency, and 
we decided to make it very clear 
that it’s coming from an automated 
response,” says Hassall, by way of a 
message at the end of each answer. 
Aylesbury Vale now plans to offer 
automated responses out-of-hours. 
Hassall says that citizens expect to 
be able to deal with organisations 
at any time, and the ability to get 
a response to some queries at 
weekends should reduce the surge 
often experienced on a Monday. 

She says the system aims to help 
staff do their jobs better, rather than 
replace them. The council has formed 
a single customer service team whose 
staff handle questions on anything 
asked, and the software already 
makes this easier for common 
queries. It will not work so well for 
uncommon ones for a while, however: 

“Some things will take a lot longer as 
we only get asked them twice a year,” 
she says. “A council is almost there to 
deal with ‘and everything else’.” Like 
most councils, Aylesbury Vale is asked 
about services it does not provide, 
and Hassall says it may consider 
some standard answers for the most 
common misdirected questions.

“The technology has 
improved enormously. 
I think the public are 

ready for it” 

Maryvonne Hassall, Aylesbury 
Vale District Council

Giving the council 
a voice

Last autumn, the council introduced 
a ‘skill’ (akin to an app) for Amazon’s 
Alexa voice-activated speaker service, 
which is entirely automated. As of 
early March, it had been downloaded 
339 times with 295 questions asked. 
This runs independently of the 
Digital Genius system, but Hassall 
says it does a similar job – and the 
publicity it has attracted means that 
citizens are aware the council is 
working with artificial intelligence. 

So far, Aylesbury Vale offers nine 
processes through Alexa, including 
two transactional ones: ordering an 
assisted refuse collection (where 
rubbish is collected from the house, 
rather than roadside containers) 
and the collection of sharp medical 
items. The council chose these as 
they are focused on those with 
health conditions that can limit 
mobility, who may find a voice-
activated service easier to use than a 
keyboard or a smartphone screen. 

“Voice is one of the most natural 
things there is,” Hassall says. She 

adds that feedback has been “pretty 
positive” with many asking when 
more functionality will be added, 
something the council is working on.

Hassall emphasises that this is work 
in progress. “This is very much a 
journey. We’ve done some things, 
we’re going to learn from them 
and do more things.” She advises 
other councils to give it a try: “The 
technology has improved enormously. 
I think the public are ready for it. 
It can provide a lot of efficiency 
for services and improve flexibility 
in offering them out-of-hours.”

She adds that it can be done ethically. 
Partly this is about listening to citizens 
and staff, but also understanding 
who the council is trying to help 
and doing something that is fitting, 
partly about accepting that a new 
channel may not work for everyone: 

“We can’t fix everything with the 
same set of solutions, so we need 
to be honest and say this will fix a 
whole chunk of the problem, but not 
everything.” Not everyone has access 
to a device that can use Alexa, “but 
that’s not a reason not to do it”.

Narrow intelligence

Rocco Labellarte worked on 
introducing Amelia, an avatar or 
visual chatbot, at the London 
borough of Enfield. He has recently 
moved to Oxford City Council as 
chief technology and information 
officer, where he is talking to 
potential suppliers about how 
artificial intelligence could be used 
in customer services along with 
sentiment analysis and process 
automation, in work that could 
be shared with other councils.

But his Enfield experience showed 
that such projects can be hard 
work. “We believed the technology 
was already mature and would be 
able to respond across a number of 
council services without a great deal 
of effort,” he says. “It wasn’t that easy.”
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Labellarte says that the likes of Alexa 
and Apple’s Siri seem to possess 
general AI, able to discuss a wide 
range of things like a human. But 
they are really only capable of narrow 
AI, focused on specific tasks. Some 
services may be programmed to 
deal with a large number of tasks, 
but it takes effort to set up each 
one. “The outcome was good enough 
for narrow vertical solutions, such 
as FAQs on human resources, but 
not good enough to deal with a 
wide range of services,” he says. 
Enfield was still testing a working 
prototype of Amelia when he left.

But just announcing such a system 
had an impact, with users of the 
council’s text chat service complaining 
that they were having to talk to 
software – despite being actually 
connected to human operators. 
Labellarte says this raises an 
important point: “AI chatbots or 
cognitive agents are merely a vehicle 
or channel to your customers. You 
have to understand if they are 
likely to use that channel, and if 
it is going to be easier or harder 
with other channels,” he says.

When considering how Amelia could 
accept planning applications for loft 
conversions, the Enfield team realised 

“AI chatbots or cognitive 
agents are merely a 

vehicle or channel to your 
customers. You have to 
understand if they are 

likely to use that channel”

Rocco Labellarte, 
Oxford City Council

the process could be cut down to 
seven yes or no questions, making a 
webform the simplest option. “The 
time involved in building a chatbot 
that could deal with all the nuances 
was far greater than a form with 
yes/no answers,” Labellarte says. He 
reckons that local authorities would 
be well-advised to start using such 
technologies internally, such as to 
handle IT and HR queries from staff, 
before opening them to the public.

When they are used externally there 
will be other issues to consider, 
particularly for voice-activated services. 
Labellarte believes voice has stronger 
potential than text-based chat given 
it is easier to talk and listen than 
type, but adds: “These systems don’t 
necessarily understand accents and 
cadences.” This means they could 
work badly or not at all for those from 
minority ethnic groups or immigrants. 

However, he says that as long as 
councils are transparent about the 
fact they are using software, there 
is a case for systems that switch 
seamlessly between software and 
human operators: “Would you prefer 
a bad human agent, or a really good 
one whether it’s automated or not?” 
If software can deal with queries 
reliably, he believes it is reasonable 
to leave it to get on with the job.

Labellarte adds that there is great 
potential to use automation in social 
care. This could involve analysing 
data from smart devices to monitor 
older people who would otherwise 
have to leave their homes, such as 
by establishing when they usually 
get up and prompting them if they 
stay in bed outside the usual time 
range. But he adds that this may 
well require human oversight, given 
failures would affect people’s safety.

As for staff, he believes that councils 
will use automation to help their 
employees do more, rather than to 
replace them. In contact centres, it 
will often mean staff spending less 
time answering common queries – as 
these are better-suited to automated 
agents – and more time focusing on 
interesting, complex enquiries. “In 
most cases, people will welcome that,” 
he says, but adds that organisations 

need to plan how they will make best 
use of their human employees when 
software takes over routine work.

Types of transparency

Dr Mariarosaria Taddeo, a research 
fellow at the Oxford Internet Institute 
and deputy director of its digital 
ethics laboratory, says that public 
sector use of automation needs to 
be transparent in several ways. The 
public should be aware if they are 
dealing with a chatbot machine 
and there should be options to 
opt-out and talk to a human being 
if the software is not helpful. 

But she adds that it is also important 
to understand how chatbots make 
decisions, particularly if they are 
deployed in sensitive situations 
such as deciding which emergency 
service to send. “It’s important to 
have this kind of understanding of 
how machines work, so that we can 
understand when something goes 
wrong, why it goes wrong,” she says.

Gaining transparency on how 
chatbots work may be difficult, 
given their reliance on techniques 
such as machine learning and 
neural networks, both of which 
adjust decision-making criteria 
based on previous experience. “Any 
full understanding of how these 
machines work is difficult, and may 
be impossible,” says Taddeo. “We 
might be deploying machines that 
we’re not sure how they work.”

The answer is to monitor, test and 
audit their output, which requires 
skilled human staff. “Best practice 
would be formal training in which we 
ensure the workforce knows how to 
use and what can be done with these 
machines,” she says. This includes 
realising machines’ limitations: “It’s 
important that a civil servant working 
with a machine knows what it is 
deployed for, what it does and also 
how much it can be trusted.” 
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She says that care should be taken 
that staff do not become entirely 
reliant on software. While machines 
can gather information and indicate 
possible outcomes, they should 
not take over the decision-making 
process: “Always make sure there 
is a human in the loop, which 
considering the outcome the 
machine is suggesting, makes the 
decision – so we don’t delegate 
too much to the machine.”

Instead, staff should be trained to 
help them make best use of such 
software, and to work alongside it as 
they do with human colleagues. That 
requires them to start trusting it, but 
only to some degree: “If you trust too 
much, you become dependent, you 
don’t check anything and you lose 
transparency,” says Taddeo. “Trust is 
like salt – you need some, but if you 
put in too much you ruin the dish. 
You have to find the right balance.”

Rather than meaning staff need to 
retrain as computer scientists, they 
just need to know when something 
is going wrong. “It’s the difference 
between knowing when your car 
is working and knowing when to 
take it to a mechanic to be fixed,” 
Taddeo says. “A blind deployment 
of AI cannot be good in any way.”

She adds that there are also issues 
of data collection and protection 
with chatbots and other AI software, 
as they can collect much more 
personal data than may be the case 
with other kinds of transaction. 

“Imagine keeping a readable track 
of every conversation a chatbot 
has ever had, every word from 
users,” Taddeo says. The location of 
that data, given different countries’ 
approaches to data protection, 
may also need to be considered.

Policing the robots

There are specific issues involved 
in using automation for policing-
style activity such as detecting fraud. 
Police forces in the US, as well as 

But acting on such patterns can 
change them. Rowe says one 
force in England and Wales put 
more resources into tackling a 
spike in shoplifting in a group of 
shops between 4pm and 4.30pm 
each school day, only to find it 
moving to lunchtime. “The kids 
had realised the cops were going 
in the afternoon,” he says.

Ethical issues arise when profiling has 
an impact on individuals. Durham 
Constabulary, like many US police 
departments, used algorithms in 
deciding whether to grant someone 
police bail based on software 
predictions of how likely they are to 
reoffend. However, it has decided to 
stop using postcodes as one of the 
pieces of data. A 2016 ProPublica 
investigation found that Northpointe’s 
Compas software, used in many parts 
of the US justice system to predict the 
chances of reoffending and therefore 

some in the UK including Durham 
Constabulary, have introduced 
algorithms for various tasks including 
using data on previous crimes to 
predict new ones. “It’s a very good 
way of organising resources so they 
are at the place they need to be 
when they need to be,” says Mike 
Rowe, professor of criminology 
at Northumbria University.

“It’s important that a civil 
servant working with a 
machine knows what 

it is deployed for, what 
it does and also how 

much it can be trusted”

Dr Mariarosaria Taddeo, 
Oxford Internet Institute

decide whether to send an offender 
to prison, often returned higher 
scores for black people than white. 
This appeared to be due to a legacy 
of biased human decisions, data on 
which the software had been trained.

“What appears to be a neutral 
outcome from an algorithm, which 
shows people could be a problem, is 
not necessarily neutral or scientific,” 
Rowe says. Even when biases played 
a minor role in a single decision, 
combining data on many such 
decisions can amplify them. It is 
also difficult or impossible to see 
whether or how this is happening, 
making it harder to monitor and 
criticise automated decisions 
than those made by people.

Rowe says the answer is not 
to rely entirely on automated 
decisions, but to use them as a 
way to support decision-making 
by humans. “My advice would be 
to keep a critical perspective, to 
use data where appropriate but 
not be overly determined by it,” 
he says – a message that could 
apply to all uses of automation.

Maryvonne Hassall and Dr 
Mariarosaria Taddeo are giving talks 
and appearing in a panel session on 
Tuesday 8 May at Socitm’s President’s 
Conference in Glasgow 
 
Enfield’s use of Amelia: 
bit.ly/2JEBgJJ

Waltham Forest launches 
Facebook chatbot for reports 
of flytipping: bit.ly/2qqPEfO

London councils use data to tackle 
housing fraud: bit.ly/2gMq8gs

Norfolk looks at using Alexa 
for social care: bit.ly/2v6M1kJ 

Hampshire trials Alexa for people 
with disabilities: bit.ly/2HwF7rN

Mike Rowe article on predictive 
policing: bit.ly/2FKonyK 

Police use of AI: bit.ly/2qr6H1n

ProPublica investigation of 
Compas: bit.ly/1XMKh5R

http://bit.ly/2JEBgJJ
http://bit.ly/2qqPEfO
http://bit.ly/2gMq8gs
http://bit.ly/2v6M1kJ 
http://bit.ly/2HwF7rN
http://bit.ly/2FKonyK 
http://bit.ly/2qr6H1n
http://bit.ly/1XMKh5R
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Geoff Mulgan, chief executive of UK 
innovation charity Nesta, says AI has 
a lot to offer the public sector, but will 
require a lot of work

I hope for far more use of artificial 
intelligence (AI) in government and 
am convinced that in the long run 
it could improve almost everything 
governments do. However, I expect 
we’ll see disappointment and 
disillusion because of overhype, deep 
problems of bias and ethical failure, 
and possibly too some really big 
disasters. Expect a bumpy ride. 

1. Automating everyday processes: 
in theory the easiest aspect of AI is 
the automation of routine, repetitive 
processes like sending out tax 
reminders, processing payments, 
enforcing regulations or fines, and 
streamlining a multitude of back 
office functions like payroll. This is 
probably the least exciting area for 
AI but the one with the biggest early 
productivity gains to offer, so long as 
whole processes are reengineered.

2. Pattern recognition and better 
prediction: predictive algorithms 
have been used for many years in 
public services, whether for predicting 
risks of hospital admissions or 
recidivism in criminal justice. Newer 
ones could predict exam results or 
job outcomes or help regulators 
predict patterns of infraction. These 
uses of AI have lots of challenges, 
not least of which is avoiding the bias 
embedded in past data sets. Most 
public data sets are also a lot dirtier 
than commentators realise. 

3. Enhancing interactions with 
citizens: governments are beginning 

to use Alexa and Siri and bots of 
various kinds to handle everyday 
interactions. Bots have the potential 
to replace a fair proportion of 
communication with a structured 
process for dealing with issues, 
from planning applications to school 
places. There’s also scope for using AI 
to shape SMS or online nudges. 

4. New ways of seeing: computer 
vision is already obviously useful for 
security and surveillance. Combined 
with sensors, it could become much 
more integral to management of 
infrastructures (is this bridge at risk 
of falling down?) and regulation (is 
this factory emitting more than the 
permitted pollutants?). 

5. Robotics: robots can be very useful 
for entering dangerous environments, 
such as after manmade or natural 
disasters, with other uses such as 
cleaning and maintenance. 

6. Targeting social programmes: 
Saskatchewan in Canada and 
Allegheny in the US are leading 
examples that are trying to use a mix 
of big data, AI and smart social policy 
to better predict and prevent risks. 

7. Accelerating education: for 
maths, language teaching and 
a few other areas, the potential 
is big, though as with education 
technology more generally there’s 
been a shortage of good evidence and 
testbeds.

8. Enhancing democracy: some of 
the leading experiments in online 
democracy use AI tools to help 
participants understand the balance 
and landscape of opinion; showing 

clusters of views or how different 
people’s views relate to each other.

9. New jobs: Nesta’s detailed study 
of future jobs showed that the cruder 
forecasts in which AI simply replaces 
doctors or teachers is almost certainly 
wrong. Expect doctors to work with 
diagnostic AIs and teachers to work 
alongside personalised learning AIs, 
but neither group to be replaced by 
them. 

10. New forms of regulation and 
new guiding principles: AI promises 
more predictable and controlled 
public services. But a striking feature 
of complex systems such as AI is that 
they become opaque even to their 
creators, and go wrong in ways that 
no one quite understands. 

In summary, governments need 
more in-house capability to be smart 
customers and commissioners; more 
serious research, development and 
experiments; as well as more serious 
efforts to deal with public trust and 
legitimacy, like the UK’s promised new 
Centre for Data Ethics and Innovation. 
Above all they need to think not just 
about how to use AI, but also about 
how to design intelligence better to 
achieve outcomes, which will take 
them to combinations of artificial and 
collective intelligence. 

The full version of this article is at  
bit.ly/2J8faOx

10 WAYS ARTIFICIAL 
INTELLIGENCE WILL 
CHANGE GOVERNMENTS

http://bit.ly/2J8faOx
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World View

TECH FROM 
CITY TO 
SHIRE 
Australian local government 
technology leaders discussed 
citizen engagement, transformation 
and collaboration in cities, suburban 
and rural communities, at a 
three-day conference in March. 

The Transformers conference, held 
by the Municipal Association of 
Victoria in Geelong near Melbourne, 
was attended by Socitm’s outgoing 
president Geoff Connell, president-
elect Nicola Graham and director of 
policy and research Martin Ferguson.  

Colin Fairweather, chief information 
officer of the City of Melbourne, 
told the conference that real 
transformation means doing 
things in new ways, rather than 
just automating existing processes 
and structures. He added that 
no-one starts with a blank sheet 
of paper, and transformation 
has to involve changing people 
and an organisation’s ‘lore’.  

Fairweather said that local 
authorities tend to have far too 
many applications, very few of 
which are provided as software 
as a service. He said that voice will 
be the channel of the future for 
authorities, and their overall business 
model should be ‘government as 
a platform’, connecting citizens 

and governments. This should 
use human-centred designs that 
honour the customer and fulfil the 
product, such as reporting graffiti 
directly to the contractor who then 
removes it or providing a relevant 
set of services to a new resident. 

He added that local government 
has to work to integrate with other 
government agencies and focus 
on collaboration, co-operation 
and connection. Rather than 
sweating IT assets, the role of a 
chief information officer is now 
about continuous change. 

Peter Auhl, associate director of the 
City of Adelaide, told the event that 
South Australia’s capital does not 
have a digital strategy – all such work 
is built into the city’s overall strategy. 
Adelaide is installing a 10Gbps 
fibre optic data network across the 
city, provided with TPG Telecom, 
which will start by connecting 1,000 
commercial buildings in the centre 
and along main roads over two years.  

Auhl said that Adelaide also 
uses open data, such to identify 
where people are and are not 
cycling, and has installed solar-
powered self-compacting bins 
which only need emptying twice, 
rather than nine times, a week. 

Smarter suburbia  

The event also heard from those 
leading technology for suburban 
and rural authorities. City of Casey 
serves 300,000 people in the outer 
suburbs of greater Melbourne, 
making it Victoria’s largest authority 
by population, with four-fifths of its 
people born abroad. Sally Curtain, 
strategic director for customer focus 
and innovation and Chris O’Connor, 
manager for digital and data, said the 
council has shamelessly borrowed 
from others, including a graffiti app 
and information systems architecture 
from the City of Melbourne. 

Southern Grampians Shire Council 
in rural south-west Victoria serves 
a population of just 16,000. Russell 
Bennett, its business systems 
manager, told the conference that it 
aims to become the state’s first smart 
connected rural community, with the 
aims of promoting population growth, 
job opportunities and tourism. The 
council has won grant funding from 
the federal government which 
will introduce a number of smart 
technology pilots, including land 
capability mapping and community 
engagement through public wifi. 

East Gippsland Shire Council, a 
similarly rural area at the eastern 

Melbourne, Adelaide and rural councils presented work 
at a recent Australian conference attended by Socitm 

Australia

Painted bollard in Geelong. 
Photo: Copyright Tim Moreillon 
via Flickr, used under a Creative 
Commons licence
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end of the state, is looking at other 
technologies to connect its 45,000 
citizens. The authority’s Sharon 
Jankowiak told the conference that 
its IT work includes establishing 
internet access for students from 
libraries, recreation and community 
centres and a drone programme.  

The conference also heard about 
Mavhack, an event hosted by 
Municipal Association of Victoria that 
aims to reinvent public services. The 
first Mavhack aimed to redesign an 
infant incubator at 1% of the current 
cost of up to US$50,000 that could 
be used in developing countries, 
including in people’s homes. 
Participants came up with a light, 
washable incubator bag that would 
warm babies, improving their chances 
of survival. The association is holding 
a second Mavhack event in May. 

 
Conference website: 
conference.mav.technology 

Ten Gigabit Adelaide 
project: bit.ly/2Fumrdm

Socitm’s Martin Ferguson on his 
presentation to the conference: blog.
socitm.net/2018/03/29/better-outcomes-
in-ict-discovery-redesign-capability

Conference notes 

Local Government Association 
Queensland is building what it 
believes is the world’s first data 
storage and analysis tool for an entire 
tier of government, LG Sherlock. The 
system, developed with Accenture 
and Amazon, will cost A$4.3m-A$6m 
(£2.4m-£3.3m) over the next two 
financial years. It will include tools 
to help councils analyse their data, 
the association’s executive, Lou 

Boyle, told the event, adding that 
the organisation is working with 
Everledger on piloting blockchain 
technology in procurement.  
sherlock.lgaq.asn.au/  

Sam Hannah-Rankin, director of 
public sector innovation for the 
Victorian Government’s Department 
of Premier and Cabinet, said that 
the state had set up a public sector 
innovation fund to get better 
value for money in the short term, 
while boosting sustainability and 
collaboration in the longer term. The 
state is also working on behavioural 
insights and making better use of 
innovation, with UK charity Nesta co-
designing a learning programme.   

Harry Turnbull, chief information 
officer for the City of Windsor in 
Ontario, Canada for 18 years, told the 
event that his job title had become 

known in Canadian government as 
“career is over”. He said that lasting as 
a CIO means maintaining discipline 
in areas including total cost of 
ownership and project management. 
It is also important to have a strategic 
plan for IT that is robust, secure and 
aligns with the business, as well as 
being capable of adapting to anything 
the organisation may throw at it. 
Turnbull added that any event can 
be treated as an opportunity, even a 
data breach, and that during strikes 
CIOs should support their staff on the 
picket line. He concluded that CIOs 
should figure out their staff, as “IT 
people think differently”.  

Melbourne-based Deakin University 
has introduced a personalised 
digital assistant for its students, to 
help them organise their education. 
The university’s Deakin Genie uses 
text chat and voice recognition to 
answer queries on topics such as 
upcoming deadlines. Lynn Warneke, 
deputy chief digital officer and 
executive director for channels and 
platforms, told the conference that 
the university is taking its first steps 
in using artificial intelligence and 
conversational interfaces to provide 
personalisation for its students.  
bit.ly/2Hr1Nt9 

Larry Irving, a former vice-president 
at Hewlett-Packard and adviser to 
President Clinton, told the conference 
that his former boss had understood 
the internet should be a public good 
available to everyone. But almost 
two decades later, 20% of Australian 
schoolchildren – rising to 33% of 
disadvantaged children – don’t have 
access to the internet, and using 
free community wifi means giving up 
privacy to connect.  

“No-one starts with a 
blank sheet of paper, 
and transformation 

has to involve 
changing people and 
organisations’ lore”

Colin Fairweather, City of Melbourne

Painted bollards in Geelong. 

Photo: Bernard Spragg/public 

domain via Flickr

http://conference.mav.technology/
http://bit.ly/2Fumrdm
http://blog.socitm.net/2018/03/29/better-outcomes-in-ict-discovery-redesign-capability
http://blog.socitm.net/2018/03/29/better-outcomes-in-ict-discovery-redesign-capability
http://blog.socitm.net/2018/03/29/better-outcomes-in-ict-discovery-redesign-capability
https://sherlock.lgaq.asn.au/
http://bit.ly/2Hr1Nt9
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Destination digital?
Our comprehensive suite of IT policies provide  

the foundations for good IT governance

Protect your investment in digital transformation

“The process we undertook was a 

thoroughly worthwhile exercise.  The 

engagement with the consultant  and 

writers enabled us to gain clarity  on 

security gaps as well as giving  a fresh look 

to approaching standards and new policies.”

Mark Steadman

Solution Owner - Security 
Buckinghamshire County Council

Sue.Lal@ protocolpolicy.com 

01604 762992

www.protocolpolicy.com

Glyn Peach

Chief Information Officer 
Swindon Borough Council

“I found the two days with the consultant to be 

excellent, particularly as I was relatively new 

to Swindon Council. The content of the system 

was well worked and easy to understand. 

Being able to go diligently through the policy 

system and make small changes, tailored to our 

requirements, was important.”

http://www.protocolpolicy.com
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FROM DATABASES TO 
DRIVERLESS VEHICLES

Noelle Godfrey, head of digital infrastructure 
for Cambridgeshire County Council, on how her 
career has shifted from internal IT to external 
collaboration and the world of ‘digital’

Q. How did you start working in local government IT? 
 
It was inadvertent, and an awfully long time ago! After doing 
my degree I was working for Cambridge University when I 
had my two children, but I wanted to work part-time whilst 
they were young. An administrative role with conveniently 
flexible hours came up at Cambridgeshire County 
Council and I jumped at it. It quickly became database 
administration and then other IT roles. I can’t quite believe 
that nearly 29 years later I am still working for the same 
organisation! Although in that time I’ve had many different 
jobs and the landscape has changed dramatically. 
 
Q. What has changed since then? 
 
When I started I felt I was solely working for the county 
council. Now, whilst the council is still formally my employer 
I very much feel I am working for the place – collaborating 
and working in partnership with a wide range of other 
public sector bodies, two universities and the many 
tech businesses and communities across the county.

The way local authorities do IT has also changed hugely. 
Soon after I arrived at the council I undertook a post-
graduate Master’s degree in information systems and 
computing, then I worked in many different IT roles, 
including systems analysis, development, support and local 
area networking in its very early days. I then went on to do 

team management, IT strategy development, and eventually 
became head of IT for the council. 
 
When I started we were moving away from mainframes 
to the slightly chaotic world of the personal computer. 
Everyone was creating individual systems and none of them 
talked to each other, so we had information in silos all over 
the place. 
 
When PCs first came in, everything was hand-crafted  

– we were installing operating systems and doing custom 
configurations. Now local authority IT pretty much uses 
commoditised kit with many systems cloud-based and a big 
shift towards utility computing. However, many of the same 
challenges remain. 
 
The nirvana is being able to share data and to act on it 
efficiently, and we still struggle with that. However, cutting 
edge “big data” approaches and data science techniques 
are starting to offer solutions. One of the interesting 
projects we are doing at the moment with a team from the 
Cambridge University Computer Labs is bringing together 
a number of public transport-related real-time and static 
data sets alongside predictive algorithms to improve the 
information available to the travelling public and help 
encourage them to make more sustainable travel choices.

Q. Your job also includes programme director for 
Connecting Cambridgeshire and Smart Cambridge – 
what does this involve? 
 
In 2011, there was growing concern about the availability 
of digital connectivity infrastructure for businesses 
and communities. This included mobile coverage but 
was particularly focused on the availability of superfast 
broadband. We had a leader elected who really understood 
the issues and made it a strategic priority for the council to 
ensure the availability of digital connectivity infrastructure to 
support local economic growth and thriving communities. 
 
The programme was set up as it continues to operate. Whilst 
it is led by the county council it is funded by a variety of 

Noelle Godfrey
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sources, with multiple political masters, a huge number of 
diverse stakeholders and rooted in “place”. 
 
The programme really got going in 2012, and I started 
to realise I just couldn’t manage two full-time roles 
simultaneously. So I stepped back from being head of IT – 
which in any case was changing as the council moved to 
a shared services arrangement for support services – and 
focused on developing the Connecting Cambridgeshire 
Programme. 
 
Working on this programme was my first in-depth 
experience of working across multiple tiers of local 
government, as well as with a wide range of businesses, 
academics and community representatives. As head 
of IT, I was used to being involved in all aspects of the 
organisation’s internal set-up, but the focus in relation to 
superfast broadband provision was completely external. 
You start to view your organisation from the perspective 
of communities and businesses operating in this area. It 
gave me some very different perspectives on the role of 
the organisation, how it is viewed and how it can be most 
effective. 
 
Along the way I have found I have had to become multi-
lingual – speaking ‘council’, ‘business’, ‘community’ or 

‘university’ as appropriate, sometimes all at once! Whilst it’s 
not always easy, when this kind of cross-sector, place-based 
collaboration goes well it really does generate solutions that 
are greater than the sum of their parts. 
 
Focussing initially on digital connectivity, superfast 
broadband, public access wifi and mobile coverage, this 
quickly widened to include developing a “smart cities” 
approach. In parallel with the tech revolution over the 
last five or more years, my focus has rapidly shifted from 

‘computers’ and ‘IT’ to ‘digital’; from information systems 
to open data platforms; from databases to drones; 
and from local area networks to ‘connected things’.

The smart cities element of the programme has grown out 
of the Greater Cambridge City Deal. In 2014, the Treasury 
signed a city deal agreement for the Greater Cambridge 
area, covering transport, housing and skills. Cambridge has 
a very successful local economy, but the price of success 
is increased traffic congestion, unaffordable houses and 
a skills gap. The city deal has brought together the county 
council, Cambridge City Council, South Cambridgeshire 
District Council, Cambridge University and the local 
enterprise partnership into a formal partnership to deliver  

a combined housing, transport and skills programme. 
The purpose of the Smart Cambridge programme is to 
ensure that City Deal solutions are future-facing and 
make the most of digital opportunities. The programme 
now includes a wide range of work streams, including 
trials of autonomous vehicles for public transport and the 
development of a Greater Cambridge-wide sensor network 
and an open data platform. Some of the data work is 
complex and not very sexy compared to things like drones 
and autonomous vehicles but that’s where some of the 
really clever stuff is and we’re lucky to have such a strong 
partnership with Cambridge University to help make it 
happen. 
 
Q. How does your involvement with 
Socitm support your work?

I have sat on the Local CIO Council (LCIOC) since it was first 
set up, and it has mirrored the changes I have seen in local 
government. I have been vice-chair for around five years and 
we have gone from the slightly torrid times dealing with PSN 
to the big themes relevant to place-based services: health 
and social care, emerging technologies and how we can 
improve outcomes with better use of data. 
 
One of the things I particularly value with the LCIOC 
is the ability to get a strategic perspective on digital 
challenges and opportunities from different parts of 
the country, which helps to draw out where similar 
issues can benefit from common solutions and where 
local circumstances require different solutions.

Over the last decade or so I’ve seen Socitm more generally 
move in the direction of being more outcome-focused rather 
than narrowly technical, and I value that. 
 
Q. What do you enjoy doing outside work? 
 
In my spare time I like to do mountaineering, rock and ice 
climbing and cycling. Unfortunately, whilst it’s a beautiful city 
and a great place to live, Cambridge is not an ideal location 
for an outdoor enthusiast, so I regularly spend my weekends 
in the Lakes, the Dales or in Wales. I also travel abroad fairly 
often too, and in recent years I’ve been on mountaineering 
trips to Norway, Bolivia, Kenya, Mongolia and Morocco – I’ll 
go anywhere to get my rock and ice fix! 
 
 
Noelle Godfrey is taking part in an interactive panel session on 
Wednesday 9 May at Socitm’s President’s Conference in Glasgow

An ‘AV pod’ autonomous vehicle 
being tested on Cambridge’s 
busway. Photo: Aurrigo
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Socitm will host six regional conferences this 
year following the success of the inaugural 
Cymru and North events in 2017. As well as its 
existing Scotland conference, it will add new events 
in London, the Midlands and south-west England. 

The conferences, which run between May and November, 
will welcome professionals from across the ICT sector, 
local public services and private sector partners. 

The programme kicks off with Cymru 2018, arranged 
in partnership with Solace and Customer Focus Wales. 
Hosted at Jurys Inn Cardiff on 21 May, the conference will 
focus on putting people at the heart of digital reform.  

Matthew Lloyd, project manager at Digital Communities 
Wales, has been confirmed as keynote speaker at 
the event. His role is to help champion the digital 
inclusion agenda and bring the online world into the 
lives of people who are currently not able to complete 
tasks because they are no longer available offline. 

In Wales, organisations are at different stages of digital 
transformation. Many are now getting to grips with the 
skills required and service re-design. There are some 
excellent examples like the Driver and Vehicle Licensing 
Agency in Swansea and local authorities including 
Newport, Neath Port Talbot and the Vale of Glamorgan.  

Other confirmed speakers include Socitm president-elect 
and Aberdeenshire head of ICT Nicola Graham, who will 

provide an update on Scotland’s national approach to 
digital transformation, and Matt Lewis, chief operating 
officer at the Shared Resource Service, who will discuss the 
successes and difficulties he  faced building a technology 
platform. Socitm Wales, Customer Focus Wales and 
Solace Wales members can attend the event for free. 

The following month, cybersecurity will be the key theme at 
Socitm’s new London and South conference. Held at Browns 
in London’s Covent Garden on 15 June, the event will feature 
a keynote address by Commissioner Ian Dyson, City of 
London Police, on the strategies the force has put in place 
to tackle cybercrime and threats. John Finch, information 
governance manager at Plymouth City Council, will explain 
how his authority managed a real life cyber-attack.  

Elsewhere on the agenda speakers include Jane Hancer, 
director of innovation at CC2i (Co-fund and Collaborate 
to Innovate) on storing data securely using blockchain, 
Gary Brailsford-Hart, director of information and chief 
information security officer at City of London Police, on 
cyber threats after Brexit and Scott Isaac, head of cyber 
product development at QA, on hacking and defending data. 
Registration is free for Socitm London and South members. 

 
Dates for the Midlands, south-west England and North 
conferences will be announced soon. For further details about 
the 2018 conference programme, visit www.socitm.net/events

Cymru Conference,  
held with Solace and 
Customer Focus Wales:  

21 May, Jurys Inn, Cardiff

cymru-conference.socitm.net

London & South 
Conference:  

15 June, Browns, Covent Garden

londonandsouth-conference.socitm.net

            #London&South18 
            #Cymru18

Socitm announces 
speakers for Wales and 
London events 

http://cymru-conference.socitm.net
http://londonandsouth-conference.socitm.net
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Technology trends, cybersecurity tools, cloud adoption, 
integrated care, shared services readiness assessment, 
outsourcing – these are just some of the topics that have 
been covered in over 20 products published in 2018 by our 
brand new Socitm Inform research service. Packed with 
case studies, examples and guidance drawing upon the 
experience of our members and partners, and ranging from 
the operational to the strategic, and produced in a variety 
of media, there is something here for everyone who works 
in IT, digital, leveraging data, transformation and service 
re-design.

Looking ahead, expect more on cybersecurity, exploration 
of harnessing data, new material on smart places and 
location intelligence, opinion pieces from members and 
the President’s team and much more. And we are always 
looking for your ideas and new ways to meet your needs.

INFORM 
UPDATE 
We’ve been busy

To access the briefings, visit:  socitm.net/publications

28

https://socitm.net/publications/
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Public sector spending on 
ICT has fallen as part of 
authorities’ overall budgets, 
according to Socitm.

PUBLIC SECTOR 
SPENDS JUST 
2% OF BUDGET 
ON ICT

It has published the estimate based on an analysis 
of the 2017 spending of 26 local government, 
public and third sector organisations.

The survey found that the average proportion of 
budget was down from 2.3% the previous year. This 
includes spending on cloud services and compliance.

Despite funding pressures, ICT user satisfaction once 
again increased. In 2016, users’ average satisfaction 
score was 5.18, while in 2017, their average score hit 
5.3 based on a satisfaction scale of one to seven with 
seven being great and one being poor. Derbyshire, 
City of Lincoln and Shetland Islands were the top 
performing authorities for user satisfaction last year.

Other findings revealed that the adoption of cloud 
services and bring your own device (BYOD) policies 
is far from universal. Some 56% of organisations 
had implemented cloud services and all others 
were either investigating or running pilots.

One in 10 respondents still hadn’t made their mind 
up about BYOD as they were still investigating. 
The remaining 90% had implemented schemes 
or were ‛not interested’ in doing so.

When it comes to IT projects, the survey found 
that 93.5% of large projects were ‛on budget’ and 
15% of staff were working on ‘change’ projects.

The trend towards taking IT back in-house was reflected 
in the survey results, with 36% of organisations 

using an outsourcing agreement, compared to 56% 
in 2016. Meanwhile, 27% of those surveyed were 
in some kind of shared services arrangement.

There was an increase in the average number 
of help desk incidents per user – 4.7 in 2017 
compared to 3.9 the previous year. However, this 
figure remains low compared to historic data.

In terms of user technology, the survey found that  
laptops were the most common type of workstation  
(60%) while tablets accounted for over 5% of workstations.

The figures have been published to coincide with 
the launch of Socitm’s 2018 Improve programme 
to help local authorities assess and improve 
their ICT, digital and related services.

Programme manager Aimie Francis said: “In many senses, 
the 2017 data has confirmed and built on what we know 
anecdotally. But the crucial part is what it means for 
councils, and how they can make a difference to their 
ICT and digital services in the short and long term.”

“Of course analysing and interpreting data into 
meaningful information is just the first stage. The 
next stage is using that to make improvements, and 
sometimes the tiniest tweak can make a difference.”

If you think you or your team would like to find out more 
about the Improve service, please get in touch by using 
the chat option on the website improve.socitm.net, calling 
01604 876371 or sending an email to improve@socitm.net
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EVENTS DIARY

EAST MIDLANDS

EAST

SOUTH

NORTH WEST

NORTHERN 
IRELAND

WEST MIDLANDS

WALES

SOCITM SCOTLAND

NORTH EAST

YORKSHIRE & HUMBER

SCOTLAND

SOUTH WEST

LONDON

LONDON & SOUTH CONFERENCE

10/07/18 
06/11/18

13/07/18 
02/11/18

20/07/18 
19/10/18

12/06/18 
11/09/18

13/06/18 
14/11/18

Edinburgh, 15/11/18

22/06/18

16/08/18 
18/10/18 
13/12/18

15/06/18

The map shows upcoming events and Socitm 
regional meetings – fantastic networking and learning 
opportunities that form one part of the Socitm 
membership package.

Booking and further information: socitm.net/events

  Regional meeting 
  Conferences

CYMRU CONFERENCE
21/05/18

16/11/18

CONNECTED LOCAL 
GOVERNMENT LIVE

27/06/18

PRESIDENT’S CONFERENCE 
Glasgow, 08-09/05/18

http://socitm.net/events


http://www.khipu-networks.com/


Proven Capability
Trend Micro TippingPoint:
"Recommended" Next-Generation Intrusion 
Prevention System and 99.6% security effectiveness.

Trend Micro Deep Discovery:
“Recommended” Breach Detection System 4 years in 
a row and 100% detection rate

Industry leading partnerships

Connected
Threat Defence
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