
 

 

Digital Recovery & Renewal Strategy 
1. Introduction 

 

The Covid-19 crisis has created a perfect storm for digital acceleration and has indeed achieved 

in three months what has previously taken years to achieve. Digital ways of working have been 

essential to enable the Council to function throughout the Covid-19 crisis with the majority of the 

organisation continuing to function from the homes of staff. As we start to recover in line with 

easing lockdown restrictions, it will be just as essential once again to ensure we can operate 

safely both for the citizens we serve and our staff. Further to this, as part of our renewal in a world 

that has probably changed forever, we will need to embrace many of these changes permanently 

as well as seeking further innovation and solutions. Given time is of the essence, this shorter than 

planned reactive Digital strategy has been developed to fast track our thinking with the aim of 

starting to deliver outcomes as quickly as possible  aligning with the Three Horizons approach 

within the Doncaster Recovery & Renewal Strategy. 

 

2. Definition of Digital 

Digital means different things to different people. It is therefore important to define this in terms 

of this document. Digital is not a team within the Council or a remedy delivered by a piece of 

technology. It is an ethos, a culture that enables us as one council to ‘better serve’ our citizens 

and where the agenda and vision are delivered unilaterally, with the responsibility residing 

holistically across the whole organisation. ‘The integration of digital technology to achieve 

required fundamental change to how we operate and deliver value to citizens.’  

Some examples of this are: 
 The re-design of service processes to achieve a successful on-line presence; 

 A redesign of processes to update their delivery and operating model; 
 New, replacement or enhanced procured or in-house developed technical solutions to 

solve operating and service delivery dilemmas such as the need for physical distancing 
and increased home or remote working;    

 The provision of additional technology equipment to enhance home working; 
 Further enhancement and rollout of technology we already have such as further Microsoft 

365 tools; 
 Researching and applying new innovative technologies e.g. artificial intelligence, 

automated processing etc. 
 Modernising the way we operate internally changing processes and technology;  

 Ensuring all staff have the skills to use so digital operating and service delivery becomes 

the norm;  

 Pursuing increased digital connectivity across Doncaster; and 

 Improving digital inclusion so our digitally excluded citizens have digital access and the 

skills to use. 

 

3. The Covid-19 Response 
 
Like many others, our organisation had to change very quickly back in March 2020 from traditional 
mostly on-site and/or office based with some home working, to mostly home-based reliant on the 
use of technology. It also changed many of the ways we do things on a daily basis such as 
interaction with each other, communication with those we serve, how we operate internally and 
the delivery of services via alternative means. It has also reduced some of our dated and more 
costly ways of working such as the requirement for face-to-face interaction, home visits, printing, 
using cash, posting letters and documents, the use of couriers for post, travel between buildings 
for meetings and to other organisations both locally and nationally. Examples of this in a digital 
context include: 

 The delivery of some services on-line only; 



 

 

 Increased direction of citizens on-line; 
 The urgent procurement and rollout of extra laptops; 
 The very quick increase of home working connectivity and security; 
 Increased digital skills with many staff using a laptop for the first time; 
 Increased self-service access to virtual training and support; 
 The superfast rollout and adoption of Microsoft Teams; 
 Geographic COVID19 related data modelling and dashboard development; 
 Design and development of COVID19 related on-line functions such as self-isolation, 

business grant applications, PPE Requests, supplier assistance etc. 
 An in-house developed Care Home Track & Trace solution and other developments;  
 Implementation of gov notify and the Government Delivery Platform to improve digital 

communication to citizens and staff via email and text; 
 Increased use of electronic document management; 
 Increased use of hybrid mail; 
 Virtual democratic, public and partner meetings;   
 Increased use of webinars rather than attending conferences and national meetings; 

and 
 The use of a range of tools to collaborate with other organisations. 

 
In summary, we have solved problems quickly using people, processes and technology working 
in an agile way and across boundaries. The Covid-19 crisis has achieved a level of digital culture 
change that can take decades to achieve.  
 
4. Recovery 
 
The Council has continued to deliver business critical services to citizens but had to stop or 
reduce some services for safety and capacity reasons. Services are becoming available again in 
phases dependent upon capacity, ability, suitability and readiness. We have not yet found 
alternative ways of working for all services moving forward in line with the physical distancing 
required until we are absolutely Covid-19 free, which may or may not occur. We also do not have 
a full solution of how we will operate internally when it is safe for all staff to return, but it is likely 
that this may never occur, so we need to be prepared digitally even more so than now, for when 
we totally return to business as usual. Short-term solutions for times of crisis may not be suitable 
longer term. This means there is a requirement to embrace digital further as part of our recovery 
to achieve this. Some solutions may exist but some may not. A good example of this is the 
requirement to engage with people who are housebound due to having a disability or due to their 
age. Examples of the types of questions we need to consider in order to assist in finding digital 
solutions include: 

 Which services need to visit people in their homes and why; 
 Is there another way of delivering these services; 
 Are there services without an on-line presence; 
 How many citizens can operate on-line; 
 Could more citizens operate on-line if they had the equipment and skills; 
 Do we want to provide these to make it possible; 
 How many staff do we need at work physically to achieve service delivery; 
 Which buildings will need digital connectivity – more or less; 
 How many staff will we need to work at home and when; 
 What other equipment do we need if longer term – monitors, keyboards etc.; 
 How will we work at the required productivity level with a hybrid of on-site and home 

work force;  
 How will we know we are doing this successfully; 
 What new services do we need to deliver; and 
 What processes and technology do we need to enable. 

 
These are just some of the questions we need to identify and find the answers to so we can work 
to solve them as soon as possible. 
 



 

 

5. Renewal 
 
As we create our future organisation taking advantage of the digital ways of working, we have 
had to implement very quickly to continue during the response and recovery, do we want to leave 
it there. Alternatively, do we want to continue our digital journey on our own terms? If we had not 
invested significantly in the previous Digital Council Programme and the major technology 
upgrade projects completed in 2019, there is no doubt that we would have struggled to continue 
to function in the way that we have. Having many re-designed services on-line, moving our main 
technology and digital components to be cloud hosted and the way we have implemented our 
desktops, systems and security means we can access anytime anywhere in a secure and resilient 
environment. Many other organisations including local authorities have not been able to achieve 
this to the same extent. That said, there is still so much more we could do, in particular what is 
digitally possible to assist in the care for vulnerable citizens in these conditions as well as other 
more advanced ways of interacting and identifying when we are needed to achieve something in 
the borough proactively without anyone having to report it.      
 
That said, this is not just about the Council, it is also about the citizens we serve and the 
businesses that provide jobs for those people. They have also had to survive during the crisis in 
a borough that does not yet have access to digital connectivity everywhere although this is close 
at about 96% for superfast broadband (28mbps). However, where it does, it is not always at the 
level required, in particular for business premises, some of whom have started to benefit from 
gigabit connectivity (1,000mbps) but not enough. Previous citizen consultation has also told us 
that some cannot afford connectivity and/or the devices they need to access or have the skills. 
How many needed this to continue working at home during the crisis? What can we do about 
this? What do we want to do about this? Those that have and can, will also continue to have even 
higher expectations with digital access to our services, now very much regarded as an everyday 
essential utility. They will also expect further modernisation and innovation to provide them with 
the best value for their money. Even more so, given the national financial environment we are 
now probably facing.  
 
6. Three Horizons Framework 
 
The Three Horizons framework is part of our Recovery & Renewal Strategy aligned with the four 
Recovery Stages below; therefore, it makes sense to align this Digital Recovery & Renewal 
Strategy with this model. A quick consultation has occurred: 

 To inform Horizon 1, that is, what occurred digitally March through to the end of June 
2020 to get us through the main crisis; 

 To inform the potential digital requirements for Horizon 2 to start asap through to the end 
of September 2020; and 

 To inform Horizon Three 3 for delivery from October 2020 onwards.  
 
The consultation included the ‘Three Quick Questions’ asked of Assistant Directors, the 
completed ADASS Survey relating to digital and the LOCYP Staff Survey. Sections 7, 8 and 9 
that follow are the responses to those consultations summarised and aligned with the Three 
Horizon approach. These will of course not include everything but provide a good summary to 
build upon through feedback and further consultation.  

 



 

 

7. Horizon One – Understanding The Reality – March to June 2020 

Corporate Resources Adults, Health & Well Being 
including Public Health 

Economy & Environment 
including Housing 

Learning & Opportunities: 
Children & Young People 

Increased use of website by 
citizens to access services. 
Swift rollout of Microsoft Teams. 
Swift procurement and 
distribution of additional Laptops 
to DMBC, DCST & SLHD. 
Remote working – increased 
performance, less sickness, 
improved work/life balance, less 
stress and anxiety, increased 
productivity, less interruption. 
Enabled nearly the whole 
directorate work force to work 
from home excluding Schools 
Catering & Metroclean. 
On-line developments – business 
grants, supplier assistance, PPE 
Requests. 
GIS dashboards and data 
modelling. 
Use of Power BI for COVID19 
flow model.  
Virtual Committee Meeting 
implementation, testing and 
training. 
Government Delivery Platform for 
staff and citizen email 
communication. 
Gov notify to email and text 
businesses, citizens and staff. 
Virtual Training. 

Swift rollout of extra laptops. 
Teams rollout. 
Ability to work remotely has been 
a lifesaver. 
Reduced practitioner exposure to 
Covid-19. 
Remote Virtual Assessments 
such as capacity assessments, 
virtual ward round contribution for 
inpatients, mental health act 
assessments, and occupational 
health assessments. 
Reduced travel and quicker work. 
Successful collaboration with 
health colleagues e.g. The Care 
Home Cell. 
Encouraged Health re benefits 
and security of MS Teams and 
same conversation progressing 
with SYP.  
Power BI and GIS Care Home 
Dashboard and system flow. 
In-house developed Care Home 
Contact Tracing database. 
Community Hub & Localities 
digital improvements. 
A need for more equipment for 
some at home – monitors, docks, 
keyboards, mice, cables. 
 

Home working a benefit to some 
but not others. 
Initiated virtual committee 
meetings. 
Loss of access to some 
information and resources held in 
the office. 
Electronic production of ground 
sheets has been a problem. 
Some services issue paper 
copies of required work to staff. 
Some devices not set up for 
email. 
Financial processes not easy due 
to using paper. 
Whats App on council mobile 
phones would help. 
 

The swift rollout of Microsoft 
Teams has been a lifeline. 
Jabber messaging also been 
very helpful. 
Good feedback from the majority 
of staff about new ways of 
working.  
Google Classroom and Hangouts 
also used. 
Some files in the office. 
A need for more equipment for 
some at home – monitors, docks, 
keyboards, mice, cables. 
No remote printing.  
 



 

 

DWP use of ‘Trust & Protect’ for 
benefits verification. 
Increased use of EDRMS. 
Increased use of hybrid mail.  
No remote printing.  
No face-to-face service delivery 
in one-stop-shop or visiting 
homes or businesses. 
A need for more equipment for 
some at home – monitors, docks, 
keyboards, mice, cables. 
Need to remove requirement to 
use a specific pen for birth 
registrations. 

 

8. Horizon Two – Plan & Restart/Re-Imagine Our Core Missions – July to September 2020 

Corporate Resources Adults, Health & Well Being 
including Public Health 

Economy & Environment 
including Housing 

Learning & Opportunities: 
Children & Young People 

Move some services to on-line 
only and only deal with citizens 
not on-line. 
Reduce face-to-face service offer 
aligned to this. 
Increase the use of web chat in 
the delivery of services. 
Continue remote working where 
appropriate. 
Implement further virtual public 
meetings. 
Implement digital signatures 
wider. 
Introduce ‘Trust & Protect’ for 
verification purposes e.g. Council 
Tax. 

Potentially use Teams to view 
properties on the Accessible 
Housing Register so 
Occupational Therapists do not 
have to attend with SLHD. 
Find a solution to re-start minor 
adaptations without delay 
(MAWD) clinics. 
Explore technology that a 
Learning Disability client could 
use. 
Explore providing tech to digitally 
excluded vulnerable citizens. 
Explore Wi-Fi or other 
connectivity in adult provider 

Work station at home training. 
Implement Whats App on work 
mobiles where required e.g. 
Food standard inspections. 
Review fly tipping technology 
(Lagan/Opti/Total Mobile) in use 
to ensure photos and info can be 
recorded. 
Review use of Lagan/Opti/Total 
for street cleansing. 
Continue waste business 
analysis and any resulting tech 
changes and development.  
Continue Street Scene business 
analysis and any resulting tech 
development.    

Whats App & Skype. 
Remote printers and scanners 
where required. 
More mobiles and laptops. 



 

 

Introduce consistent mandatory 
technology provision for all 
Councillors.  
Introduce virtual Councillor 
training. 
Implement home and mobile 
printing for those citizen services 
that require it. 
Implement hybrid-meeting 
solution/s. 
Increased use of SMS texting to 
citizens and staff. 
Explore the need for ICT user 
accounts for Schools Catering & 
Metroclean staff. 
Implement Schools catering 
digital solution.     
Increase the marketing of digital 
services so they are the primary 
access channel. 

service buildings with the 
providers.  
Ipads and apps for remote health 
consultations with citizens – 
Positive Step Unit, Hamilton 
Court, Eden Lodge, Wickett 
Hairn Road & Ammersall Court. 
More tech equipment to be used 
at Day Centres by citizens. 
Public Health text alerts. 
Card payments in libraries. 
Whats App and Skype on work 
mobiles where required. 
 

Lagan/M3/Cyclops remote 
working. 
Increase the marketing of digital 
services so they are the primary 
access channel. 

 

9. Horizon Three – Re-Imagine Our Core Missions/Platforms For Sustainable & Inclusive Growth - October 2020 Onwards 

Corporate Resources Adults, Health & Well Being 
including Public Health 

Economy & Environment 
including Housing 

Learning & Opportunities: 
Children & Young People 

Explore solution for unsupervised 
property and land searches. 
 

Implement further telecare and 
telehealth. 
Movement sensors for activity 
monitoring e.g. Just Checking. 
Environmental monitoring in 
homes. 
Video calling vulnerable citizens’ 
e.g.  Alcove Care phone – one 
touch video and voice calling. 

Explore the use of apps.  
Ensure all services have an on-
line presence and designed 
around citizens. 
Bring asset datasets together so 
one accurate dataset for all. 
Map where all assets are to 
improve on-line access, 
maintenance schedules, 
resource requirements etc. 

Ensure all appropriate services 
have an on-line presence and 
designed around citizens, 
children and young people. 



 

 

Introduce home technology to 
communicate e.g. Alexa, 
Facebook portal. 
On-line self-assessments. 
On-line eligibility checking. 
  

Use more sensors to inform 
when maintenance is required 
such as when waste bins need 
emptying.  
Increase the use of data such as 
interaction history and 
geographic data to inform service 
delivery and resources required. 
 

Council-Wide Deliverables 

Implement the use of telephony artificial intelligence where relevant across the Council. 
Implement more web chat including the use of artificial intelligence. 
Implement more service access via the use of home devices for services across the Council to access information e.g. Alexa, Google. 
Increase internal on-line and digital support services. 
Implement robotic automated processing across the council where appropriate.  
On the back of very successful data modelling, implement further enhanced data collection, manipulation and presentation to inform decision 
making, intervention, service delivery and resource management using a Big Data solution. 
Explore the increased use of smart devices to monitor things like footfall, travel, traffic, parking, buildings, bins, care etc. 
Explore automated case processing. 
Increased use of data to inform targeted intervention. 
Use of predictive analytics to inform future planning and prevention measures and activities. 
 
 

 

 

 

 

 

 

 



 

 

10. Digital Inclusion 

As a Connected Council, we aim to:  

 Provide modern, accessible customer interactions; 
 Operate within our resources and deliver value for money; and  
 Provide a co-ordinated, whole person, whole life focus on the needs and aspirations 

of residents. 
 
As part of our Learning agenda, we aim to have: 

 More young people equipped to access employment, training and higher education.  
 More young people ready for school. 
 More people learning throughout their lives and have the skills to access work. 

 
As part of our Working agenda, we aim to have: 

 More people employed in good quality jobs.  

 The number of businesses in Doncaster increased with more of them exporting.  

 More quality jobs created in the local economy.  

 

As part of our Caring agenda, we aim to have: 
 More people remaining healthy and independent for longer with fewer people socially 

isolated. 

 

Digital connectivity can play a huge part in all of these, even more so due to the corona virus 

situation. We can also transform all we like digitally within our own organisation but if our 

citizens do not have digital access or skills, the full benefits will not be maximised. The last 

Office of National Statistics data collected on this subject was in May 2019 below. The picture 

is more complicated locally and there are no figures for Doncaster alone. The situation will 

also have changed over the last year given Covid-19 and it is assumed that there will have 

been an acceleration of use at all ages through necessity whether that has been keeping in 

touch with family or ordering shopping on line etc. As the data shows below and will no doubt 

once again demonstrate, those in the higher age groups are less likely to use the internet but 

are more likely to benefit from it greatly due to the Covid-19 situation where self-isolation, 

shielding and social distancing are more required.  This strategy includes a number of digital 

initiatives that would greatly assist those older and vulnerable but they will not be effective if 

we do not consider the role our citizens will need to play if they wish to, are capable and have 

access to the necessary equipment and connectivity.  

 

Of course, if the connectivity is not available in the first place, the above is immaterial. The 

Superfast South Yorkshire Programme will have covered about 99% of the borough with 

superfast broadband upon its completion and up to now across South Yorkshire, take-up has 

increased from 18% to 53%, although the exact figures are not yet available for Doncaster. 

The rollout of gigabit fibre has also started in the most populated areas and enterprise zones. 

However, we cannot guarantee that all will choose to access or can afford to access and in 

some instances, it may be beneficial for the Council to assist in this provision for the delivery 

of critical services and to achieve value for money. For example, we may already be providing 

connectivity to sheltered accommodation for care alarms so is there an opportunity to provide 

other services to those vulnerable people using the same connectivity.  

 

 

 

 



 

 

TABLE 1B: RECENT INTERNET USERS UK, 2012 TO 2019 

Persons aged 16 years and over               

     Used in the last 3 months  

    2012 2013 2014 2015 2016 2017 2018 2019 

                    

All adults   80.9 83.3 85.0 86.2 87.9 88.9 89.8 90.8 

                    

Age group (years)                   

16-24   97.6 98.3 98.9 98.8 99.2 99.2 99.3 99.2 

25-34   96.7 97.7 98.3 98.6 98.9 99.1 99.2 99.4 

35-44   94.2 95.8 96.7 97.3 98.2 98.4 98.6 98.9 

45-54   87.8 90.2 92.3 93.6 94.9 96.2 96.8 97.5 

55-64   77.9 81.3 84.2 86.7 88.3 90.0 91.8 93.2 

65-74   56.2 61.1 65.5 70.6 74.1 77.5 80.2 83.2 

75+   22.9 29.1 31.9 33.0 38.7 40.5 43.6 46.8 

 

 



 

 

11. Action Plan 

Although we clearly do not have all the information yet, there follows a proposed ambitious high-level action plan as a starting point. The timescales 

for Horizon 2 to begin are already here so if we are to have a chance in succeeding all that has been proposed for delivery by October, we need to 

take an agile approach where we start without knowing all the answers and focus on delivering the beneficial outcomes and we know are low risk. 

The deliverables for Horizon 2 are by nature lower risk with many achievable within current resources but capacity will be an issue. However, using 

the agile approach, we will also identify any issues and risks quickly and can revise our decisions and plans quickly with a view to having all the 

information we require as soon as possible. Horizon 3 by nature are bigger more complex deliverables that will affect resources, therefore it is 

proposed the business cases for these are developed and considered at the appropriate point.      

Task Whom Timescale 

General 

Incorporate feedback from Directors Meeting discussion. Julie Grant 20th July 20 

Complete a further quick consultation with Leadership & Heads of Service to 
ensure no important gaps. 

Julie Grant 20th to 31st July 20 

Develop Digital Strategy Programme governance model to monitor delivery. Julie Grant By 20th July 20 

Technology Governance Board discussion to identify representation and initial 
resources.  

Technology Governance Board 22nd July 20 

Horizon 2 

Identify any quick wins and deliver. PIC Digital Programme 
Manager, Digital & ICT, Digital 
Strategy Programme Board.  

End of July/Early August 
20. 

Hold workshops to scope deliverables where required. Business Analysis Team & 
Service Representatives 

End of July/Early August 
20 

Identify what can be completed in Horizon 2 with anything above moved to 
Horizon 3 subject to agreement.  

PIC Programme 
Manager/Business analysis 
Team, Digital Tech, ICT & 
Service Representatives. 

End of July/Early August 
20 

Develop the Horizon 2 Programme & Project Plans. PIC Digital Programme Manager 
& Project Managers with input 
from others. 

End of July/Early August 

Identify costs and other resources required. PIC Digital Programme Manager 
& Project Managers. 

End of July/Early August 

Focused delivery. Business Analysts, Digital Tech, 
ICT, Services. 

August & September 

Horizon 3 



 

 

Develop business cases for the larger deliverables e.g. increased telecare, 
health, big data, Internet of Things/smart places, artificial intelligence, robotic 
automated processing etc. 

Business Analysts & Systems 
Analyst. 

By January 21   

Identify any quick wins and deliver. PIC Digital Programme 
Manager, Digital & ICT, Digital 
Strategy Programme Board. 

By January 21 

Hold workshops to scope deliverables where required. Business Analysis Team & 
Service Representatives 

By end of December 20 

Develop the Horizon 3 Programme & Project Plans. PIC Digital Programme Manager 
& Project Managers with input 
from others. 

By January 21 

Identify costs and other resources required. PIC Digital Programme Manager 
& Project Managers. 

By January 21 

Focused delivery. Business Analysts, Digital Tech, 
ICT, Services. 

January 21 to end of 
October 21 (any longer 
to be agreed based on 
complexity and 
capacity.) 

Digital Inclusion 

Hold workshop with Council and appropriate delivery partners to inform scope 
and potential solutions. 

Business Analysis Team, 
Service & Partners Skills & 
Delivery Representatives.  

By end of November 20 

Develop a focused digital inclusion survey and consult with Doncaster people. Digital, Communications & PIC Jan & Feb 21 

Analyse the outcome and develop a delivery plan. Business Analysis Team, 
Service & Partners Skills 
Representatives. PIC Project 
Manager 

By end of March 21 

Deliver any one-off outcomes in scope and integrate into existing delivery 
models where possible.  

Service & Partners Skills & 
Delivery Representatives. PIC 
Project Manager 

April 21 onwards 

Measure the outcomes and continuously monitor. Business Analysis Team, 
Service & Partners Skills 
Representatives. 

Continuously 



 

 

12. Next Steps 

As indicated in the action plan, the first proposed step is to seek feedback from the Chief Executive 

and Directors with regard to this reactive Digital Recovery & Renewal Strategy proposal developed 

quickly due to the Covid-19 situation and the urgent need to progress deliverables to enable 

successful recovery and prepare us for whatever the future holds. Please note that this proposal 

does not mention partners due to separate conversations already progressing with Team Doncaster 

but should be developed to do so as those conversations develop. 

Julie Grant 06/07/20 


