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Addressing at the heart of a 

council’s business
10th May 2018

Jaideep Ghai – Applications Manager 

Our mission:

Working as one to 

serve our city
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Confident, Capable, City and 

Council

Wolverhampton is a….

wolverhampton.gov.uk
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Awarded the prestigious…

Local Authority of the Year

as well as…
- Excellence in Scrutiny and 

Governance
- Senior Leadership Team
- Most Improved Council e

Also commended in ‘Impact and Learning in Children’s Services’ and 

highly commended in ‘Commercialism in the Property Estate’

A City Council…
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OFSTED…
✓ The City of Wolverhampton ranks in the top 20% nationally

✓ Best in the West Midlands

Children’s Services in the City of 

Wolverhampton judged “Good” by Ofsted

wolverhampton.gov.uk
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New Market…

New multi-million-pound market opens mid 2018.
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New Leisure and Entertainment Complex & Railway Station

Work already started
wolverhampton.gov.uk
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‘Using data to drive change, 

delivering improved decision 

making, efficiencies and 

performance across the 

business contributing to 

increased customer satisfaction’
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Employees… 

‘Creating a Customer Centric Council’

‘To support a mobile, agile workforce, where employees are able to 

access the ICT systems and services they need, to work effectively from 

any location’

Citizens…

‘Providing the Amazon experience for the citizens’

‘Transforming customer experiences’

‘Encouraging culture change, to use digital platforms’ 

The Vision…

wolverhampton.gov.uk
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These are the apps that the licensed 
council users will see and enable them 
to work in a mobile environment. For 
example:  Once the user is given 
access to O365 they will be able to 
transfer their documents to their 
OneDrive.

Within O365 the licensed council users have 
access to the SharePoint Intranet. This will 
enable the creation, management, and 
sharing of document, content in a business-
driven environment for collaboration, 
classification, and access across the whole 
council. 

All licensed council users will 
be able to logon to O365 via 
their browser and have the 
following solutions. 

Laptop 
(40)

Desktop
(10)

Smartphone 
(180)

4G Tablet 
(140)

Secure access from 
any device`

Scanning, Printing, 
Photocopying,  Faxing, 
Projectors, Screens

Access anywhere 
anytime through an 
available network

Personalise customer experiences by creating end-
to-end, outcome-focused journeys that engage at 
the right time and place.
Create proactive experiences by determining the 
next best interaction with your customer based on 
context.
Make customer engagement predictive by using 
analytics—internal and external data to identify 
patterns and predict outcomes.

IP Phone
(10)

Single case management solution
Document management
Council Intranet
Secure Email (Public and Voluntary Sectors) 
Engage
Learning Pool
Business Intelligence
WIN
Outcomes Star
Agresso
Modern.gov
‘On Call’ telephony hot-desking
Protective Marking

Business 

Systems

Synchronized data 
across corporate 
devices

Cloud First Strategy…
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http://www.whatsonwolverhampton.com/

http://www.whatsonwolverhampton.com/
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http://www.whatsonwolverhampton.com/

http://www.whatsonwolverhampton.com/
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Customer  
Platform

CRM 2016 online, upgraded 
to Dynamics 365

Customer Services 
consolidation and case 

management

Healthy Lifestyles Service 
enablement

‘My Account’ enabling 
24/7/365 service availability

Enabling cashable savings 
from online services  

Business 
Intelligence

QlikView and QlikSense 
platforms 

Human Resources (HR) 
dashboard for managers

Revenue and capital finance 
budget management 

dashboards

Customer Service 
performance dashboard

Stopping duplicate invoice 
payments

Single View

MultiVue data matching 
platform

Collated three key customer 
data sources

Established Data Stewards 
team

160,000 cleansed customer 
‘golden’ data records 

Enabling detection of fraud 
(single person discount)

wolverhampton.gov.uk

So Far…
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Customer 
Platform

More digital 
services

Reduce 
unnecessary 

customer 
contact, 

automate 
mundane tasks, 
reduce the cost 

to serve 

Business 
Intelligence

More 
dashboards and 

insights

Informed and 
evidence based 

decision 
making 

Single View 
(Master Data 
Management)

More single 
views

Improve data 
quality, security 
and compliance

Unified 
Communication 

Adoption of 
online 

communication 
and collaboration 

tools 

Enhancing 
mobile and 

agile working 
capability

Web 
Optimisation

New web 
platform and 

website

Single ‘front 
door’ to all 

Council digital 
services

What Next…
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80,000+ celebrate Wolves promotion… 

wolverhampton.gov.uk


