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BT Lancashire Services – Overview  

BTLS Overview 

• Contract summary 
• In July 2011, a 10 year contract between Lancashire County Council and West 

Lancashire Borough Council was agreed - to deliver shared Revenues, 

Benefits and ICT Services on behalf of West Lancashire Borough Council 
through the strategic partnership with BT Lancashire Services. 

• Savings and Financial Benefits 
• The cost of the ICT Service and the Revenue and Benefits Service in 

2014/2015 was £3.154 million 

• Summary of the financial benefits in first four years, as at the 31 March 2015:

 

Activity 

2011/2012 

(£k) 

2012/2013 

(£k) 

2013/2014 

(£k) 

2014/2015 

(£k) 

Total to 

Date 

(£k) 

Savings 266 522.0 530 539 1,857 

Revenue and Benefit  

ICT System 
150 550.0 141 607 1,448 

Payroll Service - 13.5 13.5 0 27 

Other Financial Benefits 25 30.5 79 160 295 

Total Cashable Savings 

(1) 
441 1,116 763.5 1,306 3,627 



BT Lancashire Services – Overview  

BTLS Overview 

• Governance

• Agreement
• … WLBC and LCC to deliver through BTLS 

• Double Secondment model 

• Principles – scope of services – ICT and RBS 

• Shared Service Board 
• Representation – WLBC, LCC and BTLS 

• Role – review, monitor and agree way forward 

• Quality of Service  - monthly report 
• Performance against Service Levels (SLA’s) 

• Continuous improvement 

• Look forward to key activities 



BT Lancashire Services – ICT 2014-15 Review and Highlights  

• ICT 2014-15 Review 

• All KPI’S met or exceeded

• ICT Strategy

• Infrastructure Improvements

• Desktop Upgrade/Replacement

• PSN Accreditation

• Enhanced support procedures specifically for councillors including:

� A dedicated mailbox for councillors to raise ICT support requests by email

� Councillors having the option to bypass the telephony route to report an issue

� Direct access to ICT incident co-ordinators who are responsible for allocating support

requests to technicians

� Continued access to our ICT Customer Service Desk in the event of email being

inaccessible

� Councillor Clinics



• BT Lancashire Services – ICT 2015-16 Continuous 

Improvement and Planned Development 

• Strategic Technology Refresh

� Windows Server 2003 Migration

� Active Directory Upgrade 

� Microsoft Exchange Upgrade and Migration 

� Mobile Device Management (Air Watch)

� PSN Accreditation 2015 

• Macfarlane Telephony – System resilience review and recommendations

• Northgate M3PP Upgrade

• IDOX Upgrade Programme (5 stages) 

• Agility Platform

• Email Filtering

• New Intranet



BT Lancashire Services – ICT Performance   

No. Definition of SLA
Target

(%)

Performance 
Year

2014/2015
(%)

1

Severe Business Disruption 

Business Unit (sub-unit): 

• unable to operate 

• service component failed or 

severely impaired 

99 100

2

Major Business Disruption 

Critical user or user group: 

• unable to operate 

• business unit experiencing 

significant reduction in service 

performance 

97 100

3

Minor Business Disruption: 

Single user or user group unable to 

work with no available workaround

97 99

4

Minor Disruption: 

Single user or user group 

experiencing problems but with ICT 

defined available workaround

97 99

5 Advice and Guidance 97 100

Key Performance indicator
Year 

2014/2015

Percentage of incidents resolved 0–8 
hours (any priority)

66.9

Priority 3 - percentage resolved within 8 
hours 

83.1

Priority 4 - percentage resolved within 8 
hours 

65.6

Priority 5 - percentage resolved within 8 
hours 

54.6

Percentage of Interactions resolved at first 
point of contact (any priority) by service 
desk 

6.4

Number of incidents raised by Elected 
Members

59

Activity
Year

2012/2
013

Year 
2013/
2014

Year 
2014/
2015

Calls answered 2,157 1,594 1194

% of calls answered 93 91 92



BT Lancashire Services – 2014-15 Review and Highlights  

• 2014-15 Review 
• 2014-15 Local Tax billing 

• Staff Engagement 

• Collection and arrears reduction

• Technology migration 

• Welfare Reforms 

• Internal and external audit and 

Financial liaison 

• Web site review and update 

• 2015-16 Local Tax billing 

• Highlights 
• Increased revenue  collection and 

arrears reduction - £90m in total 

• Effective joint working with our 

ICT colleagues

• Joint working to manage the 

impact of Welfare Reforms  - UC 

go-live.

• Improved staff engagement 

/communications  - improved staff 

survey results. 

• Positive feedback from the Council

• Improvement in all SLA's vs

previous year – collection and 

accuracy 



BT Lancashire Services – Performance   



BT Lancashire Services – 2015-16 Planned Activity   

2015-16 RBS Work Programme 

� ISO 9001 Quality Mgt
� L&D Programme 
� eDocs optimisation 
� Collection and arrears reduction
� Internal and External Audit 
� Financial Liaison 
� Welfare Reforms 
� Organisational Review 
� Year end – 2016-17 billing 



Q&A

BT Lancashire Services


