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1
Introduction

1.1 Purpose of the document

The Project Initiation Document (Lite) consolidates information required regarding the  fundamental aspects of the project and is the basis against which the project is evaluated and prioritised.
· Why is this project important
· What will the project do, what outcomes will be delivered, what are the success factors and risks
· How much will it cost, what resources are required
** This document is a “lite” version of the full Project Initiation Document (PID) required when initiating the project fully. The full PID contains additional information.
· How will the project be implemented, how will it be managed

· When will the project be implemented

· Who will be involved and who will be impacted

1.2 Executive Summary

This should outline the recommendations made in the body of section 2, the Business Case.  
1.2.1
This project is a PID for Revenue growth to make the temporary post of Customer Contact Programme Manager  a permament post.  

1.2.2
This post is responsible for the digitalisation of services at TRDC.  Services, where applicable to do so, are provided to customers via the TRDC website.  This method of service provision is very much cheaper than direct contact with officers or the call centre.

1.2.3
TRDC have made some progress towards on-line service provision, however there are a number of further opportunities to take and making this post permanent will support these improvements.
1.3 Project Objectives

These should be short statements which express the desired outcome of the project

1.3.1
To support the Customer Contact Programme

1.3.2
To identify services and functions that can be delivered by electronic methods

1.3.3
To project manage and deliver the shift from traditional to on-line service provision

1.3.4
 To identify and help to realise the potential for savings and income generation

1.4 Current issues and priorities

In this section highlight what issue/s the project is designed to address and which Strategic Themes or Aims it will meet.  A good format is to:

1.4.1
The Customer Contact Programme either directly or indirectly supports both of the Councils Strategic Plan themes, of : 1. Better Neighbourhoods and 2. Healthier Communities

1.4.2
The Customer Contact Programme also supports the Three Rivers District Council’s vision “The district should be a better place for everyone, in terms of neighbourhoods, health, employment and access to services”.
1.4.3
The Customer Contact Programme also supports the Values of TRDC and in particular:


•  Provides excellent customer care whilst providing great services as efficiently as possible
•  Promotes “greener” ways of delivering services, reducing the Eco-footprint of the district, 

•  Increases its income through sound investment in order to provide the services the local community wants;
1.5 Implications of project not being complete

Please highlight what the implication for the council will be if the project is not carried out/completed. 

1.5.1
There is potential for a loss of income and missed opportunity to achieve savings for TRDC.  The Council has a savings target of  £1.4M reduction in the net revenue budgets over the medium term (2016-17 – 2018/19)
1.5.2
The on-line service for the booking and payment of the Garden Waste bins took 14,624 transactions, which otherwise would have had to be directed through the Call Centre.  If the Customer Contact Programme does not continue, such savings cannot be realised.
2 Business Case

The business case for the project is about supporting strategic objectives relating to organisational efficiency and effectiveness and use of resources.  

Why should this project be undertaken?
· To maintain the Customer Contact Programme 
· To make improvements to the Customer Contact Programme
· To manage new work streams e.g. Garden Waste – direct debits
How will project success be measured?

· Efficiency savings and increased income.  To be specifically identified.
· Potential for a reduction or re-direction of resources for some services who will no longer need to have direct customer contact.

2.1 Project Definition
2.2 Outputs and Outcomes

Outputs
· The Council currently have 11 services and 31 functions available on-line, where customers can Apply for a service.  There are 8 services and 11 functions available, where customers can Pay for a service.  Addionally, there are 3 services and 5 functions where customers can Report to a service.
· Every one of these services and functions make a saving to TRDC, everytime a transaction is completed.
· There are many more services that can be provided via digital means.  For example, a ‘Collection Day’ App can provide customers with information on their refuse collection, leading to a reduction in calls to the call centre and little need for calendars and leaflets to be provided to customers.
Outcomes

· Improved Customer Service and customer satisfaction
· Reduction in complaints
· Efficient and effective customer centric services
2.3 Benefits

This should outline how the project plans to manage the delivery and realisation of benefits.
· The Council currently have 11 services and 31 functions available on-line, where customers can Apply for a service.  There are 8 services and 11 functions available, where customers can Pay for a service.  Addionally, there are 3 services and 5 functions where customers can Report to a service.
· Every one of these services and functions make a saving to TRDC, every time a transaction is completed.

· There are many more service that can be provided via digital means.  For example, a ‘Collection Day’ App can provide customers with information on their refuse collection, leading to a reduction in calls to the call centre and little need for calendars and leaflets to be provided to customers.
· Efficiency savings and increased income.  To be specifically identified.

· Potential for a reduction or re-direction of resources for some services who will no longer need to have direct customer contact.

3 Project Costs

This section should include a high level breakdown of all expected project costs, including all costs for project management. Identify any budget-sharing arrangements with third parties, including key stakeholders.

3.1 Project costs

Include summary of all expected project costs – total project budget required to complete all activities.

	Expected Cost
	

£

	Project Management
	£0 – Inc in role

	Staffing and Resourcing costs
	£37k per annum

	External contractors, fees, consultancy
	£0 – inc. in the Capital budget for the Customer contact programme

	Overheads, buildings
	£0 – Inc in role

	Equipment (inc hardware & software
	£0 – inc. in the Capital budget for the Customer contact programme


3.2 Financial viability

The financial viability of this role can be evidence by comparing the recent cost of employing five extra staff in the call centre at an approximate of £25k per person.  This was to allow the call centre to manage the expected increase in call volumes during the roll out of the Garden waste scheme.  The Call centre managed 4,000 extra calls during this period, while the on-line service managed 14,624.  The on-line service only requires the Customer Contact Programme Manager to manage these transactions

3.3 Resources and skills

The current temporary incumbent of the post has all of the skills required to continue with the expansion of the Custoemr Contact Progreamme.  No further resources are currently indentified

Has the project been agreed by the Head of ICT?

	Yes
	X

	No
	


3.4 Equalities

Is this project responding to an Equality Impact Assessment?

	Yes
	

	No
	X


If yes, please provide brief details of the EIA… ______________________________________________________________________________________________________________________________________________________

Has an Equality Impact Assessment been undertaken for this project?

	Yes
	

	No
	X


If yes, what are the outcomes and how do these link to the project?
3.5 Risks

Initial Risk Log
Likelihood and Probability Key
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