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New technol ogies are developing all/l a
with each ot her i s cToomnsbtra ndtgley &c hManlgliin
Counci | wants to be at the forefront
the publication of this Digital Strat
to becoming a digital bor ough.

We want to ensure that our residents
advantage of the digital opportunit.i
services and transacting with us seam

We want our councill ors and staff t o
effectively embracing the new technol
ti mes t hat our communities are served

We want tai gnidtoaalbr i dg
t e

and Malling a s
and wor K, aamdliel i gh t

e
d to | aunch hi s

Cl 1l Martin

Cabinet Me mber f or Fi nance,
and Deputy L
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I n keeping up with the continued afnfdo
the quality of public services dwki we.
be adopting this Digital Strategynf o
with the Corporate Strategy, t owi ||
underpin the Coundcbmmintdme ntss Meanbteh &
busi nesses we serve
Over the | ast decade thendMobotle aacdoB:
Tonbridge and Malling Borough Counci l
98. 4 %. |l n accordance with the global t
| i fe and t hd@i géolasildedrteamégdoi a f or mo st
professional interactions amongst our
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Qur residents already c¢choose to use
computers online, for banki ng, sSshoppi
soci al media platforms and many ot her
make i1t as easy for them to access ou
using the same devices and technol ogi
With the efficiencies gained, we wi | |
digitally confident, or who | ack acces
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https://labs.thinkbroadband.com/local/mini.php?area=$2a$10$4d01a61d4033d589c5946uam0z2/YlhdOX5AY0mGbS2u4TjNexuQe&coverage=1&speed=1&buttons=1
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|l n order to use Counci l funding as c¢
t he chall enges of meeting i ncreasi |
di mi ni shing resources, embracing t h
engagement channel has now become e
Tonbridge and Mal | i ng Borough Coun
expectations

Where necessary we wi/ll mobilise our
a more responsive in field service,

customer s. Wor king with our partner.|
harness the | atest technology to offe
prevent and respond to needs i n ways
This Digital Strategy sets out the c
to transform® tsheee vCoesc ®hgiough Thans
Progr @mme addition, wher e benefici al
technol ogies such ad I5d8nd nAretrinfeitc iod |
(Al) Robotics to further I mprove t|
resi
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Key

Dri ver s

Over recent yeiagrist atlh eT rt@eash drematmeo rs y n
with an injection of technology 1into
either the challenges they face or th
simply about using state of the art

sustaining the quality of service pr
whil st meeting the current operationa
for the future demands.

OQur residents expect the Council t o s
services I ntui ti ve and convenient.

chall enges for the Council. Li ke al l
growi ng publ i c demand for services,
devel opi ng andi gaidtoapltdh®atgr astcewyybec ome e
sustaining t he Counci l services. Th
change in ®uselCounei bperations, enabl
Whil st beiwgnt wu sdiognetruarl 6f Dtcruasteesgyo n t he
eight key drivers for the Borough ove
Evolution of customer expecta
Over the years our residents have Dbec
of using technologies in their day to
accessible simpler and faster. The di
providing varying services, be it b a
delivery of entertainment streamed t
ordemand and with relative ease. Our ¢
truly personalised services that are
ed services in ways that make sense t
l ocal i sm wil |l only drive this expect
i ntegration across services such as
Pl anning, Parking, Environment al He al
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|l ncreasing service demand

Due to multiple contributing factors

centr al government policies coming 1in
steady increase iIin public service dei
country. The demands range from tackl
adhering to the new compliance polici

vices across the Council

Di mi ni shing resources

The publ i c sector funding cut s are \
chall enge and in some cases a key risk
ali ke. According t o t he Local Gover

government funding cuts are set to rea
the 2010 baseline.

Thé&r e@angenda
|l ncreasingflyi waiteh Glheenge Ednet goematy aMo h

facing challenges iIin meeting their re
and the | ocal green agenda . For e xa
towards tackling the cause and effect
promote, encourage and provide opportu
Work | ife balance for staff

Over | ast decade, | ocal aut horities
significant reduction in head counts
Mal Il i ng Borough Council, reduction 1in
year s have exceeded A1lm. Il n addition
acknowl edged that the demands on | oce
increased in recent years with the 1t
future. Such increased demand coupl ed
the strain on our staff i n meeting S
expectations. Hence, the work || ife Dba
Council, both in terms of staff well be

services provi ded.


https://climateemergency.uk/
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Di sconnected communities

The cost and i mpacts of disconnected
new studifdbéby Pheject. Chbtmmusi repserted
communities could be costing the ec
according to the research, conduct ed
Busi ness Research, nei ghbourl i ness
communities already delivers substan
representing an annual saving of A2 3
| mperati ve for TMBC t o | ever age t e
engagement through | ocal Il nvest ment ar
and Il nternet service providers.
Loss of resilience in the | oc:
There iIs increasing pressure on the C
| oc al economy by supporting and promot
& he | ocal democo,8Nhen t hihek e t aisk | ow
empl oyment, Councils are at the front
this pripodowocedvheal th and ment al heal t h,
and poverty. At the same time Counci |l :
Council tax relief and housing benefi't

services.

It has therefore al way® ibrteear ¢ it § otca | k
economy healthy as a key way of servi.

pl aces that proomote well being.

Changing technol ogi cal | andsc:
Local authorities are faced with chal/l
which are often based on service stan
prolonged | ack of i nvest ment i n tech
constraints of t he monol ithic systen
contributors to the stagnation and de
essential for the Council to keep up v
to meet current and future service den



https://www.edenprojectcommunities.com/the-cost-of-disconnected-communities
https://www.lgiu.org.uk/2017/09/07/councils-and-their-role-in-local-growth/
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MI SSiI on:

To deliver on the priorities of T
t hrough <chall enge, l nnovation and
technol ogy

Vi si on:
To become an aut hori

serve are able to
seaml essl vy, I rrespec
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Di g1t al Strat e

|l n designing our digital GevernmcmesntweD
Ser vo(cGDsS) desigmaspgundiepl e s . Hence,

be primarily focused around our cust
the quality of service across the au
ensure that the digital services are
cohort of @hepofgobuati bn, drandgi Mg oalr

@GGener abd(iakkmm 4 Gen)

Over the next four years (2019 to 20:
as part of the core digitadneg€nddac
&fficientd, Wemm&mh dr cvea n@ geecndenmotmi ¢ 6 &m @ wt
G&Gmart B®rough

One

\Cie

Counc®
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https://www.gov.uk/guidance/government-design-principles
https://www.gov.uk/guidance/government-design-principles
https://genhq.com/faq-info-about-generations/
https://genhq.com/faq-info-about-generations/
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One Counci |

We wi | | ensure that our cCust ometr®nc X |
service when engaging with the Counc
service they require. Thi s experienc
t hrough technol ogical solutions and a|
as®©One CobuQueri frontline ser®iges awidly
service standar d, wher e customers CoO

services via a single customer port al
devices that thegayséeiier.their day

Single web platform & cust ome

I n order to pr-bvkede sa@amimag®n consi st

and personalised experience to our r
adopting a single Content Managemdant
statutory and commerci al services. Thi
Counci l services Vvia a secure unohfhj e

either via the web or through an app

|l nter departmental workfl ow

We wi | | provide our customers joined
aut omat ed i nt er depart ment al wor kfl o
across mul tiple services I n compl i a
(i .e. GDPR) . Sharing information wil
customers and reduce their duplicati ¢
Counci | services in silos, such as W

Counci l Tax, Housing Benefits, Busi n
and Health Services.

One



https://www.gov.uk/service-manual/service-standard
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Enterprise business solutions

The&ne Cobecowaiclkept will be wunderpinned
technical architectur e, which can se
Therefore, natively enabling the con
experience amongst al | frontline se
i nvol ve streamlining of mul tiple f
processes catered via corporate syst
Management (CRM) system, Cust omer
management system, Payment system, Do
Systems consolidation

Il n addition to the above, where nece:
currently serve the same purpose for
Council . As a result further I mpr o
experience and eliminating the dupl:i

running costs for the Council

One
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Effi cil ent Wor k f

Whi |l st making our frontline services
ensure that our staff are equipped wit
more efficient and their working pract

art of the possible in terms of 1 nnov.
a mor e responsi ve service, whi | st S i
administration efforts. Further more, t
Coumnscbrle@mmenda through el i minat edwoirnkt e
and reduced travelling.
Mobilisation

We wi | | embed our mobile working solut

i#hield officers to provide an enterpri
their field of wor kodbugirmeesspsecdy sytee nosf t

of service uses. This wild!l enabl e us t
9 Cut down -mase@dapadmiinvi gthr aathi amt ui ti ve
eastyoa s e f or ms, paper wo-t i piinsg riendfuocre
eli minated and information is stored

7 Greater wor kf-arncce eaaspacfiiteyy d service

essenti al staff time that can then Db
7 Simplified acceisacdessi ntfforanlalt i nal ev:
and field data via a single mobile s
9 I mprove service Ilceleilveprerd ommaa@cees:;
wor kforce to improve SLA performance
7 Deliver coepsume@cerocesses are adhe
i nformation is captured to maintain
17 I ncrease empl oyiewl tdhatsimsaratceari onnchedul
mobil e workforce management, field

bal ance

17 Reduce <mishbmise organi sati on overtft
processes, reduced travel and pr e
administration

I n addition, our i nternal
devel op and depl oy sol uti
and mi ni mi se t he design
whil st enabling the servie
possible in |Iline with thei
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Process automati on

We wi | | ensure that al | of our busin
where possible to make our cust omer

il ncrease efficiency in business proc:¢
delivery, -éepélt &meanntuaplr sjeorivni ecde s and é
mul ti ptdepentdent public services for ol
System i ntegration

By adopting an enterprise architectur
vendors, we wil/l Il ntegrat e ocluui Isty sA pepn
Programmi ng | nterface (AP U s hcbognantedc t foe
bet ween the fraeordtliicee syisd emack Thi s wj

cust &merxperience of digital services,
updated amongst al | rel evant syst ems
also enable our staff I n ensuring tha
applicable information to hand to del |
|l nvest ment in Staff

This Digital strataegptwiflfl aholtdhet heaCC
primary role in serving and I mprovin
empower our staff with the most appro
the required skills to perform to the
enable them to focus al/l their effort
del i very, where they add the most val
This will also be an enabl er i n help

bal ance through the gained efficiency.

Agil e Organisation

By embrdaicgintgal Gapypbehablt we wil]l ai m

sational agility within Tonbridge and
adopters of progressive | egislations
example, in earnest of theefecthceming:
canvassyi neEg ect or al Commi ssi o in 2020,
getting oursel ve®c anevaadéys s th @

soon as the |l egislation 1is :

ate the current i nfl exi bl ffi
approach, and allow the R
ers to prioritise their ‘ : es ou

where there has been chan


https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/744501/Canvass_Reform_Policy_Statement.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/744501/Canvass_Reform_Policy_Statement.pdf
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Demand Manageme

As part of the primary focus of this
our business processes and technol og
switching fr omnetehtei ntgr éddg maiwdal t o a
demaGag pr oach. By adopting this appr o:

t he Council "s rol e and relationshiop
management process wil|l il nvol ve prov
t hat hel ps alleviate the current de
demands that are caused by resource
thereby better manage the demand on o
According Lboalth&overnment Asbéamamad i
management I's an approach to achievi
the boundary of the organisation. By

role and relationship with customer s,
mechani sms to meet cust omer needs ani
Changing beithavi oirentl i ne practitio
cust oinoefrtsen f eatarmrietsi aasl enabl er of de

Seisfer ve

We wi | | enable and encourage our cus
through the digital medi a. This is a
residents currently erng@agiamgd whHdalsitn

services, as well as ordering garden
to engage with multiple Council serv
smaphones or vigG wehbesiQoeuncThi s wi || e
easily switch from one ser vwiaxe tPar &
Pl anni ng, Wast e, Environment al Heal tF
than having to call or emaj Cou

t he Counci | wi | | recei ve
residents are able to repoEt e S
convenient to them.


https://www.local.gov.uk/our-support/efficiency-and-income-generation/demand-management/what-demand-management
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Predictive Anal ytics

Whi | st& etsleabvaegp pr oach hel ps wi t h t he

demand, the predictive analysis of 0
i nsights into the preventable demand.
business intelligence derived through
create forecasts by Il ntegrating dat a
model |l i ng, and other data technol ogy
address the demands that are prevent a

Active performance monitoring

Through the use of active reporting

ensure that®& tpheer fCoorummacnicle i s managed o
t han being measured and reported r et
guarterly or annually). This wil/l b
operational managers with dashboard f
I ndicators actively for the services
become more responsive in terms manag
efficient management of available res

Outcome focused

We wi | | ensure that the adoption of

the organisation is outcome &ocusddt
services and the rel evant commer ci al
technol ogy to i mprove customer and s
on statutory servi eteasx, suHtohusasg CBean
management , pl anning, et c. , we wi | |

promote t ke cOonumrecicli al services to ger
age healthy |living amongst resi de

M p
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Economi c Gr owt |

The Council , through i1ts digital ag e
i nfrastructure and website, wi | | eno
economic growth. We wil/| |l ook to expl
er mar ket , where most shopping i s n
rat her than a threat to the | ocal e C (
busi nesses, entreqppenetuor sesatnadb | s s &r ta

contribute to employment and developn

Promotion of | ocal busi nesses
Much 1 s made of the i mpact that the I
especially in terms of Sopgpitrhgeg asntd u

these centres to evolve from being |
remendous opportunities to use digitze
enjoy and experience what such pl aces

pl anning and providing for I ts uptak
| oc al town <centres (and the activit
promoted, accessed, used, organi sed
can gain a commerci al advantage and L

tourism promotion too.

Supply chain |inkages ( B2B)
It I's widely acknowl edged t hat keepi
benefits for the borough. Enabl ed b
efforts to ensure that it helps to re
reduce the chance of supply chain re
and also make products more brandab
busi nes dsiesawaarreen of the other fantast.:
A great way to address this i1ssue is
create | ocal l i nks and stimul ate t ha:
wi | | make efforts t o est aiEl an [
busi ness directory t hat C pJOMb U S i
opportunity to raise thei of i
out what businesses | oca S u |
such as the goods or ser Q ey r
they could supply to.
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ncome generation

As part of t he di gital strategy, t h
opportunities of generating income th
portfolio of buildings and street fur:rt
i nternet service providers within the
borough is better connected digitally
approach wi l I al so enable us to 1 mpr o\
Tonbridge Castle and Country Parks.
the digital strategy to generatMobpdte
Wor king 6asl atsenvice (SaaS) or a Pl at
services arrangement t o ot her I nter e
di sciplines of services as us.

Partnership working

We wi | | work closely in partnership
Connect s, Kent Publ i c Service Net wor
Services (SDS) to deliver on the digi:
commi ssioned SDS t o facilitate our
reengineering workshops for our front
devel op wi der partnerships wi t h mar Kk
providers t o achieve a mor e robust
availability for our customer s.
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Smart Borough

The Counci l aspi@mar tt oBoyéoeuogehe wa wi | |
di gital i nfrastructure t o coordinat
il ncreased connectivity and sharing o
we wi || ensure the provision of an c
joi-npdapproach to developing a smart
borough t hough |l oT sensors. Thi s a |
resi dent s, partners and businesses |
proactive solutions to soci al | SSUes
heal t h and community safety, as we |
commer ci al opportunities as a test b

Engaged Communities

Through t he l nvest ment I n our di git
encourage community engagement, wher
| oc al net wor ks of soci al support ; T
people experience greater wel |l bei ng
understandi ng, mobilisation and g

nei ghbour hoods.

Di gital |l ncl usi on

Tonbridge and Malling generally has
just around 1% considered digitally

reqguired minimum 2 Mbps connectivit
wor k that the Counci l 'S supporting
Economic Regenerati on Strategy, t he
excluded communities ar e being SuUpf
exampl e S t he nati onal broadband

customers who would not be
t hrough commerci al dev f

broadband infrastructur

My



