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Foreword

Sanjiv Kohli

Deputy Chief Executive
Director of Resources and
s151 Officer

The previous Digital Strategy laid a
strong foundation, enabling us to
connect with our communities,
especially during a time of need
and we ensured no customer was

left behind. Building on this success,

we are committed to leveraging
the efficiencies that can be made

from the use of digital technologies,

arfificial intelligence, automation,
and data. These technologies have
the potential to transform our
operations, making them more
efficient and cost-effective. By
automating routine tasks and
harnessing data-driven insights, we
can make more informed decisions,
allocate resources more effectively,
and ultimately deliver better
outcomes for all.

Clir Paul Peacock

Leader of the Council
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Executive Summary

The previous Digital Strategy successfully connected with communities and
ensured no customer was left behind. The new strategy builds on this
foundation, emphasising the use of digital technologies, improving the
service users’ journey, a look to the future with artificial intelligence,
automation, and data to fransform operations. The focus is on automating
routine tasks, making data-driven decisions, delivering better outcomes for all
and ensuring we are prepared for Local Government Reorganisation.

At its core, the strategy is about people, aiming to bridge the digital divide,
promote digital literacy, and ensure accessibility. It envisions a future where
technology empowers the community, drives sustainable development, and
enhances the quality of life for everyone.

The strategy outlines commitments for the next three years to:

e Improve service delivery

e Produce strong results with digital, data, and technology (DDaT)
e Sirengthen day-to-day operations

e Preparation for local government reorganisation

e Confinue with a no customer left behind ethos

Past achievements include:

e Investmentin IT infrastructure and digital workforce
e Enhancementsin cyber and information security

e System investments that are now resilient

e Professional standards, qualifications, and training

These initiatives have established a solid foundation for the future, enabling
our workforce to operate securely from any location and deliver exceptional
service to the communities served.

Page | 4
SERVING PEOPLE, IMPROVING LIVES



What we achieved between 2021 to 2024

The Council has built a robust framework through investment in IT
infrastructure, line-of-business systems, digital workforce, and the
implementation of contemporary work practices aligning to best practice.

Additionally, significant enhancements in our cyber and information security
culture have minimised the increase risks to services, systems and our
communities data.

These initiatives have enabled the workforce to operate securely from any
location, equipped with the necessary tools to complete tasks efficiently,
thereby delivering exceptional service to the communities we serve. This
provides us with a great foundation for the future.

What the previous Digital Strategy delivered:

INITIATIVE / ACTION OUTCOME / IMPACT

4 )
Maijor LocalDigital initiative:
Housing Repairs Online, funded Co-Produced a UK IT Award
by Ministry of Housing, nominated modern, intuitive and
Communities and Local accessible digital platform
Government
\ y,

Incorporated user experience
design and feedback into new
digital service developments

Ensured the voice of the service
user was heard in new initiatives

é Y

Achieved more than £150,000 in
net savings from digital
technologies and contract
negotiations

Funds that were released or
reinvested generated an added
return on investment

Modern communication
channels for customer contact
and transactions

Customers can contact usin a
way that best suits them
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INITIATIVE / ACTION OUTCOME / IMPACT

Improved operation of systems to Industry standard uptime, a
99.999% uptime greater internal user experience.

Investment in professional
standards, qualifications and
training for ICT & Digital

Competent, ethical and
accountable professionals

Increase to over 50% of business

) Improved business continuity and
systems being modern cloud-

resilience
based systems
Modern and standardised user Uniformed and future proof
equipment approach to user equipment
4 N
National Cyber Security Centre
accredited Cyber and Data Significantly reduced data and
confidence training delivered to information security risk
all staff and Councillors
g v
Improved customer journey,
Resident MyAccount for Council reduced failure demand,
digital interactions supports a more personalised
service
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Strategic Framework

LGR
Events Al
Policy Security
E X P E CTATI O Ns Increase
EXCLUSION |
Government Strategies
Compliance Green
Funding

A comprehensive range of frameworks were evaluated in the development
of this Digital Strategy; including factors such as arfificial intelligence?,
government design principles?, digitalisation standardss, and considerations
related to Local Government Reorganisation (LGR)4. This approach has
ensured our strategy aligns with best practices and supports the Council's
objectives for enhancing digital public services.

In developing our strategy, we have applied a strategic lens to thoroughly
understand how various factors impact our delivery and overall approach.
External and internal factors such as digital expectations, digital exclusion,
and legislation changes play a significant role in shaping our strategy. Geo-
political events and local authority funding are crucial in determining the
resources and support available for our initiatives. We also consider changes
in government policy and strategiess, as they directly influence our
operational landscape.

The anticipated increase in digital transactions and the growing importance
of the green agenda, emphasise the need for efficient and sustainable
practices within our operations. The integration of Al and the focus on
security and compliance are pivotal in ensuring that our services are not only
innovative but also safe and reliable. Lastly, Local Government
Reorganisation is a key factor that necessitates continuous adaptation and
resilience in our strategic planning. By addressing these elements within our
strategy, we have created a robust and dynamic framework capable of
delivering impactful digital public services, ultimately enhancing the quality
of life for our community.

In addition, the Council and its digital standing were benchmarked against
frameworks and the Local Government Digitalisation Almanace¢ to produce a
gap analysis of the Councils current position. These gaps are mentioned
below and will figure throughout the strategy.
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Gap Analysis

ORGANISATIONAL CAPACITY GAP PARTNERSHIPS

Workforce Training ANALYSIS Integration of Platforms,
1

Engagement

ECONOMIC PRODUCTIVITY DIGITAL INCLUSION
Broadband & Availabillity,
Access to Digital Resources, Digital Literacy Programs,
Innovation & Adoption Accessibility Compliance,
Community Engagement Platforms

Page | 8
SERVING PEOPLE, IMPROVING LIVES



o
.

DIGITAL EXPECTATIONS —
= —
TRANSACTION INCREASE GREEN AGENDA
LEGISLATION CHANGES DIGITAL EXCLUSION content meets o
500 oM Gy o ?@3 6
et Q5 (o= 2
o ro - SECURITY & COMPLIANCE Al
LOCAL AUTHORITY FUNDINi EO POLIICAL EVENT _ pent ond pare, Workore
gogog i, ==
CHANGES IN GOVERNMENT %@ [l
% LGR

SR,

POLICY AND STRATEGIES

9,
O
2
— &

o}

oéﬂ
&
= %
& (3
=
: %,
A‘j &
o}
2
©
g

couAsounoN @;y DATA-DRIVEN

S
S R

0, &)
bER N P“

®

e
e

=

DIGITAL TRUST USER EXPERIENCE

Al . s
D, G
Hon ¢
g DIGTALING
Q [0
&

oY

LUSION

o
&
O

o,
iz 2 23
o, ,.%n o 9,
) ’/n,eplﬂn pro‘acﬁ\)o\‘\* Mpy
fo gel (o)

* Sudgef and
AGILITY AND 733
INNOVATION SUSTAINABILITY
INTEROPERABILITY
=

OPENNESS AND
k @‘3 COLLABORATION
Data-Driven Root Principles gmy CLOUD FIRST
Decision Making @

USER-CENTRIC DESIGN

Defiyer & O
ing VB a8
Within aggreed wee :

PARTNERS

il

SECURITY AND PRIVACY

Page | 9
Future thought Forest SERVING PEOPLE, IMPROVING LIVES




“Digital for All: Seamless, Smart and
Inclusive Services”

Our Future Vision

To enable an inclusive community where all residents have access to
seamless, efficient, and innovative digital public services, enhancing their
quality of life through fostering a no customer left behind ethos.

Our Mission

“Empowering Communities through

Connected, Customer-First Digital Innovation”

To leverage digital technologies and data-driven insights to deliver customer-
centric services that empower our communities, and build a resilient,
sustainable, and connected district.

Who will benefit from this strategy?
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Our Community, Our Customer, Your Council

Stakeholders were surveyed to understand their views on digital services, skills
and pain points. We used the outcomes of these surveys with the Ofcom
Online Nation report” 2024 to help us create stakeholder profiles covering key

information based on their feedback and themes.

Profiles

DIGITAL COMFORT:
Basic to moderate

DIGITAL ACCESS:
Smartphones, home
internet, occasional

computer use

DIGITAL PREFERENCE:
Mobile-optimised
websites, infuitive online
portals

DIGITAL COMFORT:
Basic to moderate

DIGITAL ACCESS:
Smartphones or
computers, regular
internet access

DIGITAL PREFERENCE:
User-friendly tenancy
portals, online payment
systems

DISTRICT RESIDENT

MOTIVATIONS:
Easy access fo services, clarity, time-saving processes.

FRUSTRATIONS:
Difficult navigation, poor mobile experience, unclear instructions.

NEEDS:
Simple interfaces, mobile-friendly design, clear guidance, responsive
support.

ACCESSIBILITY NEEDS:
Clear layouts, large fonfts, voice assistance.

DIGITAL INCLUSION BARRIERS:
May not have high-speed internet, limited digital literacy.

COUNCIL TENANT

MOTIVATIONS:
Manage tenancy online (repalrs, rent, communication).

FRUSTRATIONS:
Complex forms, lack of support, inaccessible systems.

NEEDS:
Clear instructions, accessible portals, training/support where needed.

ACCESSIBILITY NEEDS:
Smartphones or computers, regular infernet access.

DIGITAL INCLUSION BARRIERS:
May lack consistent internet or computer access, limited experience.
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DIGITAL COMFORT:
High

DIGITAL ACCESS:

Office computers,

internal networks,
standard digital tools.

DIGITAL PREFERENCE:
Office suite,
collaboration tools,
internal portals.

A ___J
DIGITAL COMFORT:
Moderate to High

DIGITAL ACCESS:
Councikprovided
laptops, reliable infernet.

DIGITAL PREFERENCE:
Office suite, secure
communication

platforms, internal portals.

COUNCIL EMPLOYEE

MOTIVATIONS:
Efficient service delivery, streamlined operations, digital innovation.

FRUSTRATIONS:
Outdated systems, insufficient fraining, unclear digital processes.

NEEDS:
Advanced fraining, user-friendly software, clear communication
channelk.

ACCESSIBILITY NEEDS:
Requires accessible software interfaces and options

DIGITAL INCLUSION BARRIERS:
May face difficulty with legacy systems.

ELECTED MEMBER

MOTIVATIONS:
Effective governance, community engagement, informed decision-
making.

FRUSTRATIONS:
Inconsistent systems, unclear ICT policies, lack of fraining/support.

NEEDS:
Clear digital guidelines, reliable hardware/software, responsive ICT
support.

ACCESSIBILITY NEEDS:
Needs accessible documents, proper vision and hearing
accommodations.

DIGITAL INCLUSION BARRIERS:
May struggle with new interfaces if not user-friendly.
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Our Principles

In order to achieve our vision with maximum effectiveness and efficiency, it is
essential that we adhere to our digital design principles.

Principle

Agility and

Y L4
'C_ S Innovation

Interoperability

Data-Driven
Decision Making

I
©

o
&

Security and
Privacy

User-Centric
Design

Cloud First

Openness and
Collaboration

A

Sustainability

y

Description
Regularly evaluate and
refine services based on
user feedback and
systematic testing.
Select systems designed for
seamless integration,
straightforward upgrades,
and future expansion.
Leverage data analytics to
guide strategic decisions
and enhance service
delivery.

Uphold stringent security
measures and integrate
privacy as an essential
component of all services.
Prioritise understanding and
fulfilling user requirements,
ensuring all services are
accessible and inclusive.
Evaluate public cloud
solutions as a primary
option when financially
prudent.

Embrace open source
solutions, transparent work
practices, and collaborative
partnerships where
appropriate.
Integrate sustainable
practices throughout the
technology lifecycle.
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Rationale
To ensure service offerings
effectively address the
needs of our communities.

To facilitate efficient data
sharing, collaboration, and
operational effectiveness.

To decrease uncertainty,
improve accuracy, and drive
overall decision quality.

To mitigate risks associated
with data breaches and
malicious activities.

This leads to solutions that
are intuitive, usable, and
well-received by diverse

user groups.
For cost-effectiveness,
scalability, enhanced
security, and greater agility.

To reduce duplication of
effort, foster innovation,
increase efficiency, and
promote digital inclusivity.

To minimise environmental
impact, conserve resources,
and support long-term
ecological resilience.
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Ambitions

Our digital ambitions are to create a seamless, smart, and inclusive digital
ecosystem that empowers communities and enhances lives. By 2028, we aim
to deliver connected, customer-first services that are responsive to evolving
needs, underpinned by robust governance and a culture of innovation.

We envision a future where digital fransformation is not just a technological
shift but a catalyst for social and economic inclusion—ensuring that all of our
communities can benefit from intuitive, secure, and accessible digital
services.

Through strategic alignment with the Community Plan and a commitment to
continuous improvement, we will embed digital thinking across the Councll,
championing data-driven decision-making and fostering a digitally confident
workforce.

Our ambitions for 2025-2028

Delivered service enhancements across various online platforms.

Purpose: To provide communities with user-friendly, accessible services
available digitally and through multiple channels.

Approach: Conduct service reviews and invest in system improvements to
enhance accessibility.

Ensured digital trust, security, and reliability.

Purpose: To enable staff, councillors, and communities to operate in
ways that address their specific requirements.

Approach: Integrated privacy and security measures throughout the
entire systems and project lifecycle, with ongoing communication to
stakeholders.
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Prepared for collaboration with other local authorifies.

Purpose: To facilitate Local Government Reform (LGR) through the integration
of digital services ensuring the establishment of new authorities that are
safe, legal, secure, and sustainable.

Approach: Engaged proactively, embracing the challenges associated
with organisational change, reusing technology, data, and services.

Enabled access to digital training and knowledge resources.

Purpose: To equip individuals to adapt effectively within an evolving
digital environment and remain future-ready.

Approach: Focused on workforce development and providing
signposting to our communities.

Leveraged data-driven insights to inform and support strategic change.

Purpose: To guide decisions related to service delivery, design, and
investment—focusing efforts where impact will be greatest.

Approach: Utilise business intelligence and artificial intelligence
technologies that provide cost benefit.

Improved the user experience by designing adaptive and accessible
digital platforms that proactively address evolving community needs
and emerging challenges.

Purpose: To effectively support service users as their requirements
change.

Approach: Incorporate feedback loops, accessible design, regular
reviews, and scalable features in platform design.
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Ensured digital inclusion is essential for building a fair and connected
community where everyone can benefit from technology.

Purpose: To bridge the digital divide by providing equal access to digital

resources and services, thereby empowering all individuals regardless
of their background or technical ability.

Approach: Work in partnership with public entities, private sector
stakeholders, and local communities to identify gaps and co-create
solutions. Signpost to targeted training and support to help individuals
develop digital skills.
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How will we achieve this?
Through our Values, Championing, Digital governance, Leadership and
oversight of performance and the Digital Strategy action plan.

Values
N By embracing our core values, we are
l Ambitious & . committed to guiding our service
Y ) ’ Forward Thinking delivery, design, and investment

efforts towards impactful outcomes.

Our approach leverages innovative
. and cost-effective technologies to
Caring & enhance efficiency and user

Compassionate experience.
We will prioritise creating adaptive

and accessible digital platformes,
ensuring digital inclusion, and future-

Commercial & proofing our operations.
Business-Like

Our commitment to tfransparency,
data security, and user-cenftric
services builds trust within the
community.

Professional & Therefore, through efficient operations

Trustworthy and collaborative partnerships, we will
streamline processes to reduce
operational demands.

Whilst remaining dedicated to
. addressing the evolving needs of our
Welcoml.ng & communities, striving to leave no one
Responsive behind in our digital initiatives.

@
]
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Championing

The Digital Champions (DCs) initiative at NSDC, launched in 2019, it aimed to
enhance digital transformation by improving adoption of tools and digital
literacy while reducing support demand.

However, NSDC faced challenges including engagement, lack of formal
structure, and uneven representation. This strategy proposes a revitalised,
structured DC network with clear roles, performance metrics, enhanced
visibility and engagement.
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Digital governance

A Digital Transformation Board (DTB) has been established to ensure that
digital projects are prioritised in alignment with the Council’s Community Plan
objectives. The Board uses a structured scoring matrix to evaluate and
prioritise projects based on a range of weighted criteria, ensuring that
investments deliver measurable benefits and value to both communities and
employees.

Key Prioritisation Criteria Include:
o Delivery of the Community Plan and LGR
« Political, organisational, and reputational considerations
e Number of communities and employees who will benefit
o Full lifetime cost of the project
o Legislative and compliance requirements
o Internal and external resource requirements
o Resourcesreleased (e.g. FTE savings)
o Technological complexity and risk
o Future-proofing and ongoing support
o Time sensitivity
« Oftherjustifiable factors not captured elsewhere

These criteria are used to score and rank projects, ensuring fransparency and
strategic alignment in decision-making.

In addition, the Digital Transformation Board feeds into the strategic
Corporate Information Governance Group (CIGG). The role of CIGG is to
oversee and guide the secure, lawful, and efficient management of data
and information across the Council, ensuring compliance with legal,
statutory, and regulatory requirements, and embedding a culture of
information security and risk awareness.
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Measuring Success

Our outcomes will be addressed by focusing on performance in the following
areas:

Community satisfaction with our digital platforms

We will implement a robust monitoring and evaluation framework that
leverages both quantitative and qualitative metrics.

Feedback from community engagement and panels

By regularly collecting feedback through service user surveys, we will gain
insights intfo user satisfaction and areas for improvement.

Online content meets or exceeds web content guidelines

By tracking the compliance of our online content with web content
guidelines to ensure accessibility for all service users.

Workforce satisfaction with digital services

We will perform comprehensive analysis of survey data, either directly or
through digital champion initiatives.

Workforce uptake of digital fraining initiatives

Offer digital training via our learning management system and
apprenticeship schemes, monitoring participation and collecting feedback
to improve programs.

Delivering audit actions within agreed timescales

We will achieve this by identifying clear objectives for each audit action and
establishing realistic timelines. This will involve strong governance frameworks,
proactive risk management, and continuous monitoring of progress.
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Action plan projects are on time, budget and quality

We will achieve this through clear objectives, realistic planning, strong
governance, proactive risk management, engaged stakeholders, continuous
quality assurance, and an agile approach.

Percentage of digital tfransactions completed
without the need for assistance

We will track user interactions and support requests through our digital
platforms. Analysing data to identify the frequency and type of assistance
required either in person, telephone or by another channel. By monitoring
these metrics, we can gain insights into user behaviour and the effectiveness
of our digital services, allowing us o implement improvements where
needed.

Increase in users accessing digital services
for the first time

We will achieve this by enhancing our outreach programs to raise awareness
of our digital services and their benefits. This includes providing easy-to-follow
guides, analysis of new digital accounts in online platforms, conducting
community workshops, and collaborating with partners to support
communities.
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Digital Strategy Action Plan

The purpose of the Digital Strategy Action Plan is to operationalise the
Councils Digital Strategy by translating its vision and principles into a
structured, prioritised, and measurable set of actions that support the delivery
of the Community Plan.

The action plan is a working document aligned with the business planning
cycle. It is shaped by priority matrices and principles established by the Digital
Transformation Board (DTB), and each digital project is evaluated and
reported to the Senior Leadership Team (SLT).

The plan ensures that digital transformation is:

e Governed effectively, with risk and resource considerations
embedded.

e Responsive to evolving needs, adapting to new technologies
and organisational priorities.

e Accountable, with clear evaluation mechanisms and reporting
structures.

In essence, it serves as the Councils delivery mechanism for digital change—
bridging strategic intent with practical implementation.
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195

RESPONSES

DEVICES
& CONNECTIONS

[

ﬁ

95% have regular
access to a device

95% have areliable
internet connection

USABILITY & DESIGN
Design shows room for

NSDC RESIDENTS SURVEY ON DIGITAL 2025

NEWARK &
SHERWOOD

——

25 responses 45% of responses were from Over 65’s DIGITAL
were from 36% of responses were from between 50-é4  INCLUSION
NSDC tenants 14% of responses were from between 30-49
j 877 are confident
INITIATIVES & SERVICES i using the internet

7% rate the design of the Councils online zervices as
excellent/good

ﬁ 83% had no barriers in accessing Council online services

Q

improvement with specific
feedback on navigation issues,
confusing terminclogy and losing

progress in forms.

DIGITAL SKILLS

95% of respondents have never
received any help or fraining on
using digital services, indicating a
gap in digital literacy support.

Resident Survey Feedback

11% require accessibility tools to help utilise the Councils online

senvices

BARRIERS
& CHALLENGES

ACCESSIBILITY NEEDS

11% of respondents use accessibility tools such as
screen readers, magnifiers, or larger fonts.

Comments from the respondents highlight the need for
better support for users with dyslexia, neurclogical
conditions, or visval impairments.

Many in-person respondents were non-native English
speakers.
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Only 5% received
help or training to
use online services

----- 77% are confident
using the Councils
online services

Respondents expressed frustration
with the lack of fimely human
responses. Some felt unsure about
what services are available and
how to access them.

SERVICE AWARENESS &
USAGE

Many zervices have high ‘never
used' responses, indicating a lack
of awareness or perceived
relevance of these services.

DISTRICT COUMNCIL




Our Digital Commitment

For Our Communities

Our Digital Strategy is here to make life easier, inclusive, and more connected
for all. We're working to make sure services are simple to use and work for
everyone—no matter your age, ability, or access to technology. Whether
you're booking a service online, checking local updates, or getting support, it
should just work.

We'll support local community centres and outreach programmes to help
people get online and build confidence with digital tools. And by using data
smartly, we'll shape services around what our communities really need.

This is about “Digital for All"—so you can expect clearer communication,
quicker services, and more chances to have your say in shaping the Councils
digital front door.

For Our Employees

We're building a smarter, more connected digital workplace that helps you
spend less time on repetitive tasks and more time on the work that really
matters. Our strategy is all about making your day-to-day easier—through
better fraining, simpler processes, and access to the right tools when you
need them.

We know flexibility is key, so we're supporting secure use of devices and
pushing for systems that cut down on manual work through automation. By
linking digital improvements with our business planning and using the Digital
Transformation Board to guide decisions, we're making sure your voice is
heard and your needs are met—so you can deliver great public services with
confidence.

For Our Elected Members

As elected representatives, you will benefit from enhanced digital tools that
stfrengthen democratic engagement, improve data tfransparency, and
support responsive constituent service. This strategy is built on your feedback
and that of your communities, ensuring our digital initiatives reflect the real-
world priorities you champion.

You will have improved access to performance dashboards and clearer,
more effective pathways to influence policy through digital channels. We are
committed to supporting you in your role as community champions—
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equipping you with the insights and tools needed to advocate for your wards
and contribute meaningfully to strategic governance.

For Our Neighbouring Councils

We are committed to working collaboratively with our neighbouring councils,
in a supportive capacity throughout local government reorganisation. Our
shared goal is to ensure that, from day one, the new unitary authority is safe,
legal, secure, financially sustainable and continues to deliver high quality
services to our communities. At the same time, this strategy reflects our digital
ambitions and the voices of our communities, ensuring they are recognised
and embedded into the transformation journey.
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