
A PUBLIC SECTOR GUIDE 1

A PUBLIC SECTOR GUIDE
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Why create a  
digital strategy?
Modern local government is becoming 
Digital by Default. 

With tighter budgets than ever before, 
local authorities have a major incentive to 
use digital technologies that deliver better 
services at lower cost. 

The potential savings are enormous.  
The Cabinet Office’s Digital Efficiency 
Report, published in November 2012, 
estimated that central government could 
save between £1.7 and £1.8 billion by 
bringing online transactional services 
(ranging from DVLA personalised 
registrations to managing Universal  
Credit accounts) – while maintaining  
and ultimately improving service quality. 

There are plenty of savings for the taking 
at local authority level too. The UKAuthority 
research report, Local Digital Today, found 
that 91% of 200 senior local authority and 
supplier leaders, executives and decision 
makers believe that Digital will help them to 
deliver better for less. 60% say it is already 
delivering savings. 

And little wonder. A 2012 SOCITM study 
of 120 councils found that the cost of 
face-to-face contact averages £8.62 per 
transaction, compared to £2.83 for phone 
and only 15 pence for web. When you 
view that in the light of tens, or hundreds of 
thousands of transactions, the efficiencies 
stack up fast. 

But savings are only part of the picture. 
Across the UK the public sector is using 
Digital to innovate and deliver better 
standards – and create services that  
would have been unthinkable only a  
few years ago. 91%

of local authority and 
supplier leaders, executives 
and decision makers believe 
that Digital will help them 
deliver better for less.
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•		Reading	Borough	Council’s ‘Handset to 
Mindset’ project developed a smartphone 
app to help out-of-work young people 
aged 16 to 25 to access employment 
and training opportunities. The app alerts 
users to opportunities in real time, and 
allows young people to share experiences 
and access professional mentors. 

•		The councils of Merthyr Tydfil and Vale of 
Glamorgan jointly created an e-community 
project to make it much simpler for local 
businesses to bid for council projects.

Savings, quality and innovation are all strong 
motivations to make services Digital by 
Default. But there’s another, more powerful 
reason – people increasingly expect to 
interact with local government online. 

In the words of the O2 Digital Community 
Study published in July 2013:

“People want more choice; they want to 
communicate with local authorities in a  
way that best fits with their busy lives.”

But with the same study revealing that only 
7% of citizens have used the web, mobile 
apps or social media to interact with their 
local council over the last year – at a time 
when smartphone penetration is set to 
reach 75% in 2014 – it’s clear than many 
local authorities are only at the beginning  
of their journey towards Digital by Default. 

And that’s why we’ve written this guide – 
to help you understand what’s currently 
happening in the sector, the obstacles it 
faces, and the ways you can plan and refine 
your digital strategy to achieve savings, 
innovation and services that citizens really 
want to use.

John Glover
Sales & Marketing Director
Kahootz
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How are local authorities responding to  
the challenges of making their services 
Digital by Default?

The clearest snapshot of the sector’s 
outlook and progress can be found in the 
recent Department of Communities and 
Local Government (DCLG) commissioned 
research report, Local Digital Today,  
which was released by UKAuthority in 
October 2013. 

The findings make positive reading, at  
least when it comes to local authorities  
and their suppliers ‘acknowledging the 
power and potential of Digital to transform 
service delivery’. 

In addition to the 91% who believe Digital 
will help them deliver better for less, and the 
60% who report that it is already helping 
them deliver savings, there are many other 
encouraging findings:

•		84% believe that Digital will help citizens 
interact with councils

•		84% agree that it will make the customer 
journey better for their citizens

•		82%	say sharing digital best practice  
and experience is essential

In essence, the sector clearly sees  
the potential of Digital, and there’s a  
genuine belief that technology can  
deliver better for less. 

That’s not to say local authorities aren’t 
facing challenges or obstacles. They are. 
Among the key factors respondents felt 
were holding back Digital development in 
their organisations were:

•		Legacy systems and IT  
infrastructure (72.7%)

•		Lack of development funds (59.4%)

•		Culturally uncomfortable for  
organisations (50.6%)

•		Unwillingness to change /  
non-cooperation of colleagues (49.7%)

•		Lack of leadership (senior management / 
elected councillors) (43.6%)

•		Inflexible procurement processes (42.9%)

•		Lack of in-house digital skills (41.9%)

1. Local Digital Today  
– a snapshot of a sector
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In other words, local authorities want to 
digitise more of their services, but many are 
held back by a combination of inadequate 
IT, low budget, a culture that’s resistant to 
change and perceived shortcomings  
in leadership. 

As one respondent summed up the 
situation in their authority:

Culturally, I think emphasis so far has 
been on digital for communication, 
moving toward customer service, but the 
organisation is still lacking understanding on 
potential for service transformation/delivery. 
I think reasons for this are many - poor 
digital leadership in the organisation and 
across the sector, lack of empowerment for 
those with digital skills, embedded culture, 
fear of moving away from established 
process and supplier relationships... 
the list goes on!

It makes sense, therefore, that a council 
digital strategy needs to address 
these issues, finding solutions that are 
inexpensive, easy to procure and simple 
to use, and which are aligned to service 
transformation – while having the potential 
to become ingrained in an organisation’s 
day-to-day thinking and working culture. 

It sounds like a tall order, but as we’re  
about to see, in an age of Cloud computing 
the answers are already out there.  
The challenge is to identify them and put 
them into action. 

82%
of organisations say sharing 
digital best practice and 
experience is essential.
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Every modern local authority needs a 
guiding digital strategy – and 78% of 
councils polled by Local Digital Today agree.

Where there’s less consensus is in how 
these strategies should be created. That’s 
understandable, given that many authorities 
are in the early stages of their journey to 
making services Digital by Default. 

One authority that is leading from the front 
is Hampshire County Council, which has 
created ‘Digital Hampshire’– a strategy for 
both the council and its partners. 

Digital Hampshire stands out because it 
links together ambitions and actions in 
three key areas, enabling it to make faster 
progress to ensure that the take up of digital 
services is widespread and offers greatest 
benefit. These areas are Digital Inclusion, 
Hampshire’s Economy and Modern  
Public Services. 

78%
of local authorities believe they 
need a guiding digital strategy.

2. Shaping a  
digital strategy
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Put simply, this approach aims to:

•		Ensure	services	are	accessible	to	all,	
either by increasing opportunities for  
direct digital access or providing  
mediated access.

•		Create	a	strong	digital	infrastructure	to	
promote business growth, regardless of 
location – and in turn support strong local 
economies and sustainable communities. 

•		Make	public	services	simple	to	access	
and as automated as possible – thereby 
speeding up transactions, empowering 
staff and reducing costs. Part of this 
process involves sharing both front-office 
and back-office technology between 
public service organisations so wider 
‘shared services’ further improve delivery 
and increase efficiency.

Taken together, this strategy creates an 
ambitious vision; and Hampshire County 
Council understands that it takes strong 
leadership to turn it into a reality. This is 
essential, especially given the finding in 
Local Digital Today that 93% of respondents 
believe digital leadership within an 
organisation is key to delivering digital 
success – and that 76.2% felt that lack  
of leadership was a major barrier. 

A key part of Hampshire’s solution has been 
to create a Customer Access Board, which 
oversees activity and ensures maximum 
join-up with the Council and with partners. 
It puts customers and digital inclusion 
at the centre of the strategy and aims to 
improve customer experience and reduce 
transaction costs, and has a programme of 
projects to create web self-service channels 
for key services. The following diagram is 
taken from Digital Hampshire, and it shows 
the wider benefits of putting digital inclusion 
at the heart of your strategy.

Digital 
Inclusion

Modern Public 
Services

Hampshire’s 
Economy
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As you can see, the Digital Hampshire 
approach gives the authority focus by 
linking Digital to its organisational aims – 
from stimulating economic prosperity and 
supporting businesses, through to making 
best use of funds and resources and 
providing better services to citizens. 

An approach like this is essential to any 
local authority digital strategy because 
it means that the whole authority pulls 
together when implementing Digital 
initiatives – and helps prevent  
duplication of effort. 

But if that’s the strategic outlook, how 
do you overcome the practical issues of 
making services Digital by Default?  
We believe the answer lies in making Digital 
an integral part of your organisation’s culture 
and working practice. In the next section  
we look at ways of achieving this. 

In a prosperous 
economy, more people 
can afford access to 

online services

With the right skills and 
affordable access, 

citizens can benefit from 
the advantages of 

being online

An online customer base 
enables organisations to move 
to digital channels, reducing 

costs and releasing valuable 
resources

Business growth 
contributes to the 

county’s economic 
prosperity

Organisations can target 
scarce funds and 

resources to support 
those who need our 

services most, or who 
would otherwise struggle 

to access them

A local IT-literate 
workforce enables 

businesses large and 
small to locate to 
and thrive in the 

county

Using these 
resources to 

increase digital 
inclusion offers 

improved 
learning and 
employment 

opportunities for 
all ages

DIGITAL 
INCLUSION
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You’ll remember from Chapter 1 that 
research showed local authorities had 
identified a number of barriers on the path 
to making services Digital by Default.  
They included:

•		Legacy systems and IT infrastructure 

•		Culturally uncomfortable for organisations 

•		Unwillingness to change /  
non-cooperation of colleagues 

•		Lack of leadership (senior management / 
elected councillors) 

•		Inflexible procurement processes 

•		Lack of in-house digital skills 

We would argue that many of these 
problems are actually a legacy of the  
way local authorities and the public sector 
have procured and implemented digital 
solutions in the past. 

Take as an example a council that bought 
into a software package, such as a 
customer database. Common issues it  
may have encountered could include:

•		Inability to give external stakeholders 
access to self-hosted software, for 
security reasons

•		A complex tender process,  
demanding significant amounts of  
time and resources

•		Costly customisations to make the 
software work with existing systems  
or working practices

•		Slow implementation because of the 
necessary customisation

•		No wider ‘support community’ because 
the software was heavily customised, 
combined with expensive support fees 
from a single supplier

•		A complex interface, requiring intensive 
training to understand and use

•		Expensive software updates, leading to 
the implementation not being updated 
and becoming obsolete faster

•		Inability for staff to use the self-hosted, 
office-based system at home or on  
the move.

3. Creating a ‘digital  
first’ culture

Government aims to shift 

50% 
of all IT spending to  
Cloud services by 2015 
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When scenarios like this happen – and 
they have been sadly common in the 
public sector as a whole – staff morale 
drops, employees lose faith in IT initiatives, 
and digital solutions become viewed as a 
necessary evil, rather than as an opportunity 
to innovate, deliver cost savings and 
improve services. 

Fortunately, things are changing – thanks  
to the advent of the Cloud. 

The Cloud – transforming  
‘digital first’ culture
In recent years, Cloud software has 
transformed the way the public sector – 
including local authorities – procure and use 
IT systems. Indeed, central government has 
a target to shift 50% of all IT spending to 
Cloud services by 2015.

We’ll look at the benefits of doing so later 
in this section. But the biggest step change 
took place in 2012 when the government 
launched the G-Cloud CloudStore – an 
online marketplace of government-
accredited Cloud software, including many 
innovative solutions offered by SMEs 
(approximately 80% of the total) as well as 
the major software houses. 

The CloudStore eliminates at a stroke some 
of the identified key barriers to creating a 
‘digital first’ culture. For example:

•		Inflexible	procurement	processes?	
CloudStore suppliers are government-
accredited and easily searchable. Many 
systems have government-accredited 
security and offer free trials – so you can 
test out software rigorously and at no cost 
during your procurement process.

•		Legacy	systems	and	infrastructure?	 
Cloud software is accessible via the  
web, not on your own servers. This 
means that you can connect securely 
to Cloud systems using almost any web 
browser on any web-enabled device, 
from PCs and laptops to tablets and 
smartphones. Software updates are 
applied automatically so out-of-date  
legacy systems become a thing of the 
past. As an added benefit, staff can  
use Cloud systems from any location  
or even while on the move. 

•		Culturally	uncomfortable	for	organisations?	
CloudStore procurement empowers 
managers and other employees, and 
not just your IT department. Because 
Cloud solutions are externally hosted, 
little technical knowledge is required to 
trial and use them – allowing colleagues 
across your authority to experiment  
and innovate.

•		Lack	of	in-house	digital	skills?  
A lot of Cloud software is simple to use, 
meaning much less training (if any) is 
needed for staff to put Cloud solutions  
to work. 
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This section is designed to show you how 
local authorities and other public sector 
organisations have taken one Cloud 
software solution — Kahootz – and used 
it to generate benefits for staff and service 
users alike. 

Used as part of a Digital Strategy, a cloud 
collaboration service, such as Kahootz, 
can help to quickly embed a Digital First 
culture within an organisation – not only by 
assisting teams to work better together to 
deliver digital services, but by transforming 
employees’ day-to-day working culture. 

How cloud collaboration 
underpins digital transformation
To develop an understanding of how 
fundamental team working and stakeholder 
engagement is to digital transformation, 
it is worth taking a closer look at the local 
government survey results referenced in the 
UKAuthority Local Digital Today report. 

Several hundred local authority staff were 
asked whether they agreed or disagreed 
with a list of benefit statements about Digital 
technologies, in relation to their importance 
in helping their council to provide services 
more efficiently. We have listed some of 
these statements below, in order of level of 
positive support (Agree + Strongly Agree), to 
show where, and how, Kahootz can assist  
a local authority to quickly benefit from 
digital technologies.  

1. Enable staff to work flexibly 
and on the move (positive 
support: 92%)
Kahootz cloud collaboration software 
has remote working at its core. With 
government-accredited security, it allows 
team members to collaborate when using a 
PC in the office or at home, and while using 
tablets or smartphones when travelling. 
Organisations like Havant Borough Council 
and East Hampshire District Council have 
taken this business requirement one step 
further by using Kahootz to support the 
development of new shared services. It is 
now much easier for relevant staff across 
both councils to work seamlessly together, 
irrespective of where they are located.

4. Getting in Kahootz – 
the benefits of Digital 
technologies
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2. Help my organisation to  
deliver better for less (positive 
support: 91%)
With significantly reduced budgets, this 
requirement is a major priority of every  
local authority employee and councillor.  
By improving internal and external 
collaboration between staff and key 
stakeholders who have shared common 
interests, you create an environment of  
idea sharing that can lead to service 
innovation and cost savings. As an  
example, a service called Fleetcol which  
has been built on Kahootz helps local 
authorities across London to share details 
of their intended fleet vehicle buying. 
This allows them to team up with other 
authorities and professional buying 
organisations to coordinate opportunities  
for bulk buying identical vehicles at the 
same time, resulting in a better overall 
discount from suppliers. 

The result: cheaper vehicles of the  
same specification for each local  
authority, allowing each one to stretch 
its budget further. 

3. Facilitate service 
transformation (positive  
support: 90%)
Service transformation is never easy as 
it is likely to have an impact on many 
internal and external stakeholders, and 
they therefore need to be actively involved 
and kept informed to achieve a smooth 
transition. Kahootz it is often selected by 
the public sector to support the introduction 
of new ICT services because it is easily 
deployed to support a wide variety of 
collaboration activities, such as project 
management workspaces, staff support 
communities, brainstorming groups and 
even secure procurement and supplier  
deal rooms. Examples of how Kahootz is 
being used in this way include:

•		The implementation of a new unified 
emergency communications infrastructure 
by the UK’s Fire & Rescue Service

•		The development and roll-out of the 
National Offender Management  
Service across the Prison and 
Probationary Services

•		The design, development and 
improvement of e-conveyancing  
services by the Land Registry. 
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4. Make the customer journey 
better for our citizens (positive 
support: 84%)
It is now an accepted methodology that  
the design of new Digital by Default  
services has to be driven by ‘User Need’. 
Therefore an important part of the process 
is the need to collectively brainstorm  
ideas with key stakeholders and potential 
users to test concepts and wireframes, 
design user journeys and refine 
implementation approaches. 

Kahootz can help here. It includes tools 
that can be used to gather initial ideas and 
co-produce service draft specifications and 
designs — which can then be subsequently 
consulted on with large numbers of 
potential users.

The Ministry of Justice is currently using 
Kahootz in this way, to engage and involve 
stakeholders in the design and roll-out of  
a new shared ICT platform across  
several organisations.

5. Help our citizens interact with 
us (positive support: 83%)
With the widespread use and availability 
of social media and other information-
sharing cloud technologies, it is no longer 
acceptable for local authorities to limit their 
web site interactions to static pages and 
simple feedback forms. 

Citizens now expect, and increasingly 
demand, a more interactive and engaging 
experience when dealing with their 
local authority. Quite often their level of 
involvement will be determined by their 
interest in a particular subject matter.

For example, South Gloucestershire 
Council is currently using Kahootz to 
support 20 location-based Safer, Stronger 
Groups. These online groups are used 
to share meeting notes, promote funding 
opportunities, and publish issues raised 
during meetings along with a wide range  
of useful information. For residents  
who are unable to get to face-to-face 
meetings, these online communities  
provide an invaluable way to get involved 
and have a say via discussion forums  
and online surveys.
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6. Help officers to provide 
‘assisted digital’ services where 
necessary (positive support: 83%)
As Sir Tim Berners-Lee tweeted during the 
opening ceremony of the London Olympics: 
“This [the Internet] is for everyone”.  
By moving local authority services to Digital 
by Default, it is essential that they are easily 
and widely accessible, directly or indirectly 
through ‘assisted digital’ services.

To ensure no one is unfairly excluded from 
getting involved, Kahootz collaboration 
software has been designed to be extremely 
accessible. Used by organisations such 
as Vision Australia and the Royal National 
Institute of the Blind, Kahootz meets 
and exceeds best practice accessibility 
standards including BS8878, the Web 
Content Accessibility Guidelines (WCAG 
2.0) Level AA, ISO/IEC 40500 and Section 
508 in the US. Following the Government 
Digital Service standard, Kahootz also uses 
responsive design so that its web pages 
render and resize to the browsing device 
being used.

7. Make my organisation  
more cost effective (positive 
support: 80%)
Going forward, cost efficiencies will be 
primarily achieved via the introduction of 
new transactional, citizen-centric, Digital 
by Default services. However, with staff 
and travel budgets cut — and time being 
a precious resource — the use of cloud 
collaboration services is already helping 
local authorities to dramatically improve 
how teams of people involved in the 
development of new services  
communicate and work together. 

Shared services, such as those involving 
Herefordshire Council, NHS Herefordshire 
and Wye Valley NHS Trust are predicted 
to deliver £4.4 million in savings. Cloud 
collaboration using Kahootz was (and is)  
an essential component of their  
partnership working.



A PUBLIC SECTOR GUIDE 16

8. Enable our officers and elected 
members to better collaborate 
internally with colleagues and with 
other public sector colleagues 
(positive support: 73%)

Due to their ability to connect like-minded 
individuals with common goals, cloud 
collaboration tools such as Kahootz help 
to break down some of the traditional silos 
and institutional hierarchies that exist inside 
organisations, as well as removing the 
barriers to collaborating with other local 
partners caused by organisational firewalls 
and disparate ICT infrastructures.

South Gloucestershire Council, for example, 
uses Kahootz to work with its Local 
Enterprise Partnership, to support its key 
Emergency Planning stakeholders and also 
partner with neighbouring local authorities 
to collectively design roll-out strategies for 
improved broadband services.

9. Provide a base for sharing 
services and business processes 
with other organisations (positive 
support: 68%)
Havant Borough Council used Kahootz 
to collaborate with colleagues at East 
Hampshire District Council as they 
introduced a shared management team. 
Cloud collaboration allowed them to break 
down traditional barriers to communication, 
and cut meeting and communication costs. 

Similarly, following the recent NHS reform, 
the NHS Central Southern Commissioning 
Support Unit (CSU) needed a rapid, cost 
effective way to bring together NHS 
staff and health professionals across five 
counties. It decided that purchasing a 
security accredited, pay-as-you-go cloud 
collaboration service via the UK G-Cloud 
provided it with the flexibility and scalability 
it would need as its organisation evolved.  
Once in Kahootz, colleagues were quickly 
able to collectively design the support 
services, budgets, operations and human 
resource policies of the new CSU.

As you can see, using just one Cloud 
Software package – Kahootz – can help 
you deliver many different strands of strong 
Digital Transformation Strategy. When 
combined with the use of other Cloud 
software, the potential for savings, better 
services, improved ways of working and 
digital innovation are incredible. 

What’s also remarkable about Kahootz is 
that it breaks down the barriers between 
organisations, and between your authority 
and its internal and external stakeholders. 
If you’d like to explore this topic in more 
detail, see Transforming Public Sector 
Stakeholder Engagement for a practical, 
step-by-step guide.
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Using Cloud software like Kahootz allows 
you to collaborate with new people and 
organisations within a secure environment. 
And as it becomes part of your everyday 
working practice, you quickly find innovative 
new ways of working – both internally  
and externally. 

That said, developing an effective, working 
digital strategy takes time. And because 
much of the work local authorities are doing 
in this area is new, it’s more crucial than 
ever to learn from other councils’  
successes and mistakes. 

To do this, we recommend you 
take the following three steps:

•		Talk to colleagues in other local authorities 
to find out how their digital strategies 
are progressing, and the lessons they’ve 
learned along the way. 

•		Visit the LGA’s national map of shared 
services for examples of how councils are 
collaborating, and ideas for developing 
new shared services of your own here 

•		Go to the Kahootz website to  
download our series of public sector 
guides, which are packed with examples 
of tried and tested digital innovation from 
across the public sector. 

And if you’d like any advice or ideas on 
shaping your digital strategy, please talk to 
us. We are working with authorities across 
the UK and are happy to share ideas. 

5. Learning from others
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Now you’ve seen how cloud collaboration 
can help you deliver a powerful digital 
strategy for your local authority, why not 
try the free  G-Cloud Starter App from 
Kahootz? It’s brought to you as part of 
Kahootz’s campaign to help UK public 
sector organisations put Cloud  
technologies to work.

Simple to use, completely secure and fully 
approved by Government for public sector 
use, when you access the G-Cloud Starter 
App you enjoy:

•		A secure workspace to collaborate  
and share files

•		Free access for 5 people – perfect  
for small project teams

•		Workspace templates to get you up  
and running quickly

•		Enough storage for hundreds of  
project files

•		Unrestricted access to all features

•		Full customer support 

•		Upgrade options — add more users  
or storage as and when you need it

•		No need to download or install anything

The Kahootz G-Cloud Starter App is ideal 
for putting cloud collaboration to work to 
solve specific problems, risk free and at 
no cost. It allows you to collaborate on 
documents, share files, manage projects 
and monitor progress – all from any  
internet connected web browser.

6. Give it a go

Collaborate 
Online
With Our FREE 
G-Cloud Starter App

Get it now!
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1 Weston Court, Newbury Road, Weston, Berkshire RG20 8JE
t. +44 (0)1488 648 478    e. info@kahootz.com

kahootz.com   @Kahootz    

For more information about Kahootz
and to sign up for a FREE trial please visit:

kahootz.com

If it’s collaborative, it’s in Kahootz


