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Introduction
The past two years have been busy times for all involved with 
ICT, as organisations reacted to the immediate problems caused 
by Covid-19 lockdowns and the enduring issues that have affected 
global supply lines. Due to this turmoil, we felt it necessary to 
forgo publishing an Improve summary report in 2021. 

Although we experienced an overall downtick in participation in our 
benchmarking programs during this time compared with 2019/20 

– 29% decrease in Delivery, 57% decrease in Cost, while Performance 
remained the same and participation in User Satisfaction actually 
increased – we still gleaned some insightful and important data from 
the participants that did undertake Improve modules. However, a 
degree of caution is required when viewing these figures. 

As we return to a more stable environment, organisations are taking the 
opportunity to reconsider how they perform in comparison to others. 

Regarding the data that was captured during this period, we may 
have expected to see sharp trends in the benchmarking data. Except 
for User Satisfaction, this does not at present appear to be the case. 
This no doubt highlights the maturity of the ICT services in many 
organisations and the resilience that they had built into their systems.
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Confidentiality

All Improve participants have agreed that 
the information contained in this report is 
confidential. For that reason, the information 
is labelled using letter + number codes 
(for example, S2065), so that participants 
may not be identified directly.

The codes follow the format, 
TYYxx(z), explained below:

T Denotes organisation type

E = English unitary 
S = Scottish unitary 
W = Welsh unitary 
C = English county 
D = English district 
L = London borough 
M = Metropolitan borough 
O = Other

YY
Shows the year the 
data relates to

As Cost, Delivery and Performance 
data is collected for the previous 
financial year most data in 
this report begins T21xx. User 
Satisfaction and User Skills 
data relates to the current 
financial year, so our most 
recent data will begin T22xx.

xx
A unique identifier for 
each organisation

During workshop discussions, this anonymity 
is waived to facilitate greater insights 
but is not divulged at other times.

User Satisfaction 
and User Skills

The email addresses of end users were 
used during the data collection phase 
of User Satisfaction to avoid accidental 
duplication of responses and assist in 
providing reminders to increase the overall 
response rate. However, these addresses 
are not used in any results dashboards.

On occasion, end users provided their contact 
information in their survey comments in order 
to receive a response from the ICT service. 
However, User Satisfaction comments are 
not shared outside a given organisation.
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Workshops and 
data reviews

Our regular workshops were greatly affected 
over the last two years. Even before lockdown 
measures came into force organisations were 
curtailing the activities of staff which impacted 
our last face-to-face workshop in March 2020.

However, we have made use of Microsoft Teams 
to deliver several virtual workshops which 
allowed organisations to discuss with one 
another how they were dealing with challenges 
and provide context and understanding to 
the relative successes and failures within 
the group. From the feedback gathered, 
the participants valued the opportunity to 
discuss their ICT services with each other 
and took away ideas for improvements.  

To further fill the gap left by in-person 
workshops, our consultants have made use 
of Microsoft Teams to guide participants 
through their data on an individual 
level and point them to areas they may 
wish to investigate in more detail.

"The workshops are a 
great place for proactive 
conversations that 
increase collaboration 
and communication”

"The workshops provide 
a safe space to discuss 
areas for improvement 
and to learn from others”
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Benefits of using Improve 
benchmarking products

During the pandemic, we took the opportunity 
to survey participants on why they use our 
benchmarking products. The list below is a 
selection of the answers we received:

 › To defend against budget cuts

 › To support business cases

 › To create improvement plans

 › To demonstrate the value of their services

 › To understand the different types/
levels of services out there

 › To compare and measure their performances 
and services against other organisations

 › Gives confidence to board-level managers 
that we aren’t “marking our own homework” 
(due to surveys being external)

Benchmarking process

Our overall process remains the same as in previous 
years. Each participant was given a survey exploring 
how they deliver their service along with details of 
its cost and objective performance metrics. Upon 
completion, they were provided with an online 
report displaying charts similar to those included in 
this report, but with the opportunity to drill down 
into measures and view their progress over time.

Those involved in the User Satisfaction & User Skills 
modules received a similar report, but their data was 
based upon a survey open to all users of their service.

In addition to these online reports, Socitm 
also conducted several virtual workshops to 
explore the context behind these metrics. 

Participation since last report

In the last two years...

35 participants (since April 2020)

In the last five years...

41 participants have completed Cost, 
Delivery and Performance modules

55 participants have completed 
the User Satisfaction module

Nationality 
breakdown

Cost, 
Delivery and 
Performance

User 
Satisfaction

Scottish 7 8

Welsh 2 18

English 
(single tier)

17 11

English 
(split tier)

12 10

Other 3 8

Total 41 53
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Value of shared definitions

In each of the benchmarking modules, we remove 
much of the ambiguity surrounding questions.

The benefit of this approach is illustrated by 
comparing the data collected at the Socitm 
President’s Conference in Cardiff 2022 with 
recent benchmarking data (see Chart 1 and 2).

In both cases, a “Users per ICT staff FTE” metric was 
calculated but as the Cardiff event was intended to be 
a simple demonstration of the process, no definitions 
were provided and participants could provide estimates.

As you can see from the charts, both sets of data 
produced a similar benchmark (50 vs 55). However, 
the spread is much greater in the Cardiff data as each 
participant applied their own criteria to what constituted 
both a “User” and a member of the “ICT staff”.

This shows that if organisations produce their 
own metrics without using the shared definitions, 
it can be easy to create a false result.

Therefore, while this report can be used to 
give an approximation of the performance of 
a reader’s organisation, we would discourage 
any firm conclusions from being made without 
undertaking the benchmarking process. 

Chart 1. Users per ICT staff FTE (validated data)
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Chart 2. Users per ICT staff FTE  
(unvalidated data from Cardiff event)
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Lessons from User 
Satisfaction

While it can often be a human failing to only notice 
change when it makes things worse, users appear 
to have really noted the positive changes that 
have been delivered within ICT (see Chart 3)

For any given organisation, an average above four 
would display that service was improving, and we can 
see a massive rise in service entering the first year 
of the pandemic, which is reassuring as this was no 
doubt the hardest time for ICT services. It may have 
been expected that in subsequent years this metric 

would return much closer to four, with all the major 
changes having been enacted. Therefore, it is equally 
pleasing to see that ICT services did not stand still in 
the eyes of their users but continued to improve.

Unsurprisingly, user perception about flexible 
working experienced a massive upswing during the 
pandemic (see Chart 4). In workshops immediately 
prior to the pandemic, it was observed that even 
where flexible working was enabled for a large 
number of users, this was often not acknowledged 
as service managers were slow to take advantage; 
or actively opposed users working remotely.

Chart 3. Annual median: How has 
the quality of service from your ICT 
service changed over the last year?
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Chart 4. Annual benchmark for “How 
well does the ICT provided in your 
organisation allow you to work flexibly?”

Median

3.5 4.0 4.5 5.0

2019/20

2020/21

2021/22

2022/23

6.0

5.98

2015/16

2016/17

2017/18

2018/19

2013/14

2014/15

5.62

4.87

4.86

4.48

4.64

4.44

4.54

5.15

5.5

5.44

Socitm Improve report 2022  |  September ‘22

08  —  Socitm report



The changes of the pandemic however brought this 
capability to the fore and impressed users. It is also 
interesting to notice that initial data in the latest financial 
year may show a reversing of this trend. It is unlikely that 
technical capability has changed, so this likely shows 
the difficulty that users have in separating IT solutions 
from the business decisions made by managers.

Early in the pandemic, there was genuine concern that 
service users (ie the general public) would suffer as 
Local Authorities would struggle to deliver services 
during the upheaval. It is therefore reassuring to see 
that those tasked with delivering those vital services 
saw the contribution that ICT made (see Chart 5).

Not only do we see a significant rise in this 
measure in the first year of the pandemic, but this 
continued to rise in the second. Again, however, 
there is perhaps a little concern that this may 
not be maintained as we move forward.

Chart 5. Annual benchmark for “How 
well do you think the current ICT 
systems support the delivery of high-
quality services to your customers?”
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Two metrics directly related to ICT service desks 
that saw a more modest improvement related to 
the ease of contacting ICT (see Chart 6), and their 
speed of requests for assistance (see Chart 7).

Both of these had seen a significant drop from the 
benchmarks attained between 2016 to 2018. The reason 
for this drop varies between participants, but common 
themes include the move to automated self-service 
and higher enforcement of ticketing systems. While 
both changes had improved service efficiency, they also 
created a perceived obstacle to accessing (ie speaking 
with) ICT support. Seeing these metrics rise again gives 
us confidence that these challenges are being overcome.

Responses to our User Satisfaction surveys also highlight 
the changes in where staff now work with a large shift to 
remote and hybrid working (see Chart 8 on next page).

Note: Early in the pandemic, when we believed 
that its effects would last only a few months, we 
asked users to identify their mode of working prior 
to the pandemic. This explains why figures for 
remote working are relatively low for this year.

Chart 6. Ease of contacting
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Chart 7. Speed of response
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Chart 8. Mode of working prior to the pandemic
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Observations including 
Cost, Delivery and 
Performance

Perhaps the biggest impact the pandemic has had on 
local authorities (at least on the people side) is the drive 
towards remote working. According to our data, service 
desks had never been so busy than during 2020/21 
(number of service desk incidents, number of service 
desk incidents per user and number of service desk 
incidents per first line FTE all significantly increased). 

The reasons for this appear to be twofold. Firstly, 
issues were more likely to be resolved ‘unofficially’ 
by colleagues/teams when in the office so, in these 
cases, services desks were not utilised. Whereas the 
solo environment of home working meant these more 
informal solution channels were considerably reduced 
therefore relying on service desks for support. Secondly, 

and perhaps more pertinently, was the sheer scale 
of change from working in an office where ICT was 
BAU to, almost overnight, the shift to home working 
where users had to set up and use different and often 
unfamiliar technologies as well as deal with potential 
issues such as network connections. Unsurprisingly, 
this resulted in pressures on service desks that hadn’t 
been experienced for many years (percentages of 
incidents resolved by SLA, percentages of incidents 
resolved within 15 minutes and percentages of incidents 
resolved at the point of contact all reduced significantly). 

Given the statistics above, the expectation would be 
that satisfaction with ICT services would have been 
at its lowest. However, it’s interesting, and perhaps 
heart-warming given the bulk of the readership of 
this report will be involved in the ICT space in some 
capacity, the admiration users had for service desks 
during the pandemic. According to the data, the 
quality of service offered by ICT services was at an 
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all-time high as was their performance in providing 
innovative solutions to changing business needs. 
Given the unprecedented situation ICT services found 
themselves in and the expectation (perhaps ‘hope’ 
would be a more appropriate word) on them to deliver 
during such a period of turmoil, the performance of 
ICT services during the pandemic was remarkable and 
this is clearly visible by the respect and appreciation 
shown to them from users during this time.

It’s important to note that not all local authorities 
experienced a major culture shift in ways of workings, 
and the ability for employees to remote work had 
been in place before (in some cases long before) 
2020. For example, one council we spoke with 
had offered remote working since 2014. However, 
from our experience, these were the minority.

The speed at which organisations moved to cope 
with the challenge of the pandemic is shown 
when considering the number of workstations 
purchased (ie Laptops, Tablets & Fat PCs). Prior to 
the pandemic, our benchmarks confirmed that 
many organisations were replacing these devices 
on a five-year cycle. The percentage of workstations 
purchased in 2018/19 was as low as 12%! This 
rose to 51.9% in the 2019/20 financial year.

That this peak occurred in 2019/20 rather than 
2020/21 shows that ICT services were quick 
to respond the moment that lockdown was 
announced in the United Kingdom. This additional 
equipment came at a considerable cost.

For several years the benchmark for “Spend on 
workstations” was around £65 per user, but this 
rose almost four-fold to £259 per user. In contrast, 
during the last two years, we saw a continuation 
in the trend for the “ICT spend per user” to 
drop. Since 2015 (with the exception of 2019) this 
benchmark has declined annually and is now below 
£2,000 per user for the first time since 2010.

The Great Resignation?

The Great Resignation, a term coined in May 
2021, refers to the record number of employees 
voluntarily leaving their jobs since the beginning of 
the pandemic. We’ve compared these findings with 
our data to see if these unprecedented numbers of 
job leavers are reflected in council ICT departments. 
Interestingly, the data shows a 60% decrease in 
council ICT employees leaving their posts during the 
pandemic compared to the years leading up to it.

Chart 9. ICT Turmoil – % left
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According to a report by the World Economic Forum, the 
main reason people are leaving their jobs is to find roles 
with a better work-life balance.1 This perhaps explains, 
at least in part, why our data goes against this trend. 
Flexible working has been embedded in local authority 
culture for generations and, due to the impact of the 
pandemic, remote working has become the norm also. 
Therefore, even before 2020, ICT council employees 
had a more favourable work-life balance compared to 
their counterparts in other sectors, and this has only 
improved due to the greater ability to remote work. 

In addition, job security may also have played a key role 
in the Great Stay. Job stability is a major perk of working 
in a local authority as the public sector is relatively stable. 
While profit-based companies are prone to closure 

– and many did during the pandemic – public sector 
organisations have the stability of government backing.
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PWC conducted a survey earlier this year in which the 
results showed that 20% of workers intend to quit 
their jobs in 2022.2 This isn’t reflected in the limited 
data we’ve accumulated already for 2022, but the next 
issue of this report (2023) will explore this further.

Overview and case 
for User Skills

In our increasingly technological world, it can be 
easy to assume that all users now have a base level 
of ICT literacy. However, the data we have collected 
from almost 9,000 users suggests that this is still 
far from the case. Chart 10 shows that a sizeable 
proportion of staff lack certain skills, or at the very 
least do not have strong confidence in them.

Also of note, is that as shown in Chart 11: in many cases, 
a sizable number of users who lack these skills do not 
see a need to be trained in them; perhaps due to a belief 
that they are irrelevant to their current or future roles.

Understanding where these gaps lie within their 
organisation is helping Improve participants to identify 
areas where training can be beneficial. This is particularly 
helpful in areas such as ‘being safe and legal online’ (see 
Chart 12). Our data shows while it is not always practical 
for a key cyber skill such as recognising suspicious 
communications to reach 100%, organisations that had 
fewer than 90% of respondents confirming this skill 
would want to look deeper into their data to ensure that 
this did not extend to users who dealt with sensitive data.

Chart 10. Percentage of all users who feel fully 
competent in all aspects within this topic
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Chart 11. Percentage of all users who wish 
training in at least one aspect within this topic
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The User Skills data can also be used to determine 
which advances in the technology users are ready 
to adopt. An example of this can be found among 
the answers to the question: "I can organise, store 
and share work-related information on different 
computers, tablets or phones" (see Chart 13).

For those organisations with more than 20% 
of staff lacking confidence in this area, caution 
would need to be shown before widely relying on 
business processes that relied on this skill.

Chart 12. I can identify and report 
suspicious communications
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Chart 13. I can organise, store and share 
work-related information on different 
computers, tablets or phones
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Move to PowerBI

During the pandemic, we took the opportunity 
to make a major improvement to the way 
we deliver our benchmarking results to 
participants by adopting PowerBI.

This change has allowed many of our 
participants to view their data in a more 
familiar environment. We have also been 
able to give access to a wider range 
of filters to explore their results.

New metrics

The move to increased remote working has 
highlighted a need to expand our metrics 
surrounding how ICT is being delivered. To 
that end, in 2021 we expanded the scope 
of our Delivery module (formerly Estate) 
to include the following measures.

 › Adoption & training of collaboration tools

 › Policies on flexible working

 › Staff wellbeing

At present we do not have sufficient data 
to provide a meaningful benchmark, 
but we look forward to seeing these 
metrics develop over the next year. 
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