
Information and Communication Technology (ICT) 
Service Delivery Plan 2023 to 2024 

Overview of the service 

Information and Communication Technology (ICT) is vital in enabling the Council’s various 
departments and partner organisations to deliver cost-effective services to the public. The 
ability of the Council to provide these services relies heavily on a stable, reliable and 
accessible ICT infrastructure which is flexible enough to accommodate swift changes in 
governance, legislation or service model change. 

ICT supports business change and development through the implementation of new 
affordable technologies delivered by astute project management and backed up with the 
appropriate user training.  ICT manages the security and integrity of all the Council’s 
electronic data and holds the information in compliance with regulatory standards. 

The service is currently led by the ICT Manager. The ICT service fits with the corporate 
priority of helping to ensure “a customer driven Council with a can-do attitude and pro-
business approach and commercially focussed to ensure financial self-sufficiency for the 
tax payer”. 

Helpdesk 

Responsible for first line support of applications, hardware, consumables, staff and 
Members across the Council escalating any calls that cannot be resolved at first point of 
contact through to second/third line support and to the Web team and following through to 
a successful conclusion. 

Other responsibilities include procurement, asset management, reporting, licensing, 
change management, budget monitoring and administration of ICT processing required for 
staff starting/leaving the authority and supporting the ICT team. 

ICT second line support 

Responsible for the first/second line support application, staff and Members across the 
Council escalating any calls that were not resolved at first point of contact by the Help 
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Desk to either the ICT system admin/network management team or the relevant third party 
support vendor and through to a successful conclusion. 

Other responsibilities include application/system administration and development, project 
management, training and business process re-engineering, accuracy and completeness 
of the Local Land Property Gazetteer (LLPG) feeding into the National Land and Property 
Gazetteer and liaising with Ordnance Survey.  Responsible for the availability and 
maintenance of the Council’s spatial information held electronically across the Council’s 
systems. 

Street Naming and Numbering (STNN) 

Responsible for the administration of the street naming and numbering process to ensure 
that all properties in the district are officially addressed.  Ensuring the legal framework for 
the operation of the Street Naming and Numbering service is adhered to and that proper 
protocols for determining official street names and numbers are in place.  Other 
responsibilities include liaising with Councillors (Parish/Town/City/Ward/County), 
emergency services, Royal Mail, property developers and general public, invoicing, budget 
management, procurement and policy review.  Ensuring accuracy and the completeness 
of the Local Land and Property Gazetteer (LLPG) feeding into the National Land and 
Property Gazetteer and liaising with Ordnance Survey. 

ICT system admin/network management 

Responsible for infrastructure management, system monitoring, information security, 
network security and compliance, remote access, capacity planning and availability, data 
backup and restoration, disaster recovery and business continuity. 

Also responsible for second/third line support of all hardware applications, staff and 
Members reported to them via the ICT service desk or support officer, escalating any calls 
as necessary to the relevant third party support vendor and through to a successful 
conclusion. 

Cost of service 

The total cost of the service for 2023 to 2024 £1,064,302 

The total income for the service for 2023 to 2024 £35,816 (from support fees to the trading 
companies and street naming and numbering applications) 

Net budget 2023 to 2024 £1,028,486 
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Staffing Information 
ICT Manager (1) 

ICT Service and Support Team Leader (1) 

ICT Support Officers (3) 

ICT Helpdesk Advisor (1) 

Network/System Admin Team Leader (1) 

Network/System Admin Officers (2) 

Street Naming and Numbering Officer (1) 

Forward planning for Councillors 

Proposed item  Proposed date 
of decision Committee 

Half year report 2023 to 2024 November 2023 Operational Services 

End of year report 2023 to 2024 March 2024 Operational Services 

Service Delivery Plan 2024 to 2025 March 2024 Operational Services 
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