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Financial recommendations: 
Recommendation/s 

 
Cambridge City Council Item 

 
To: Executive Councillor for Customer Services and 

Resources: Councillor Julie Smith 
Report by: Jonathan James / Chris Bolton 
Relevant scrutiny 
committee:  

STRATEGY AND RESOURCES  

Wards affected: All 
 
Project Appraisal and Scrutiny Committee Recommendation 
Project Name: Revenues & Benefits, eRevenues and eServices modules 
 

• The Executive Councillor is asked to approve the 
commencement of this project, which is already included in 
the Council’s Capital & Revenue Project Plan (SC335).   

• The total capital cost of the project is £59,000 funded from 
the Technology Investment Fund and repairs and renewals 
fund contributions. 

• The ongoing revenue costs of the project are £10,750 funded 
from the Customer Service Centre’s existing budget 
provision. 

Procurement recommendations: 

• The Executive Councillor is asked to approve the carrying 
out and completion of the procurement of eRevenues and 
eServices modules for the Northgate Revenues & Benefits IT 
system. 

• Serco will carry out the procurement of the replacement 
server in accordance with the provisions of its contract with 
the Council. 

• If the quotation or tender sum exceeds the estimated 
contract value by more than 15% the permission of the 
Executive Councillor and Director of Resources will be 
sought prior to proceeding. 
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1 Summary 

The purchase and installation of the eRevenues and eServices 
online self-service modules for the Northgate Revenues & Benefits 
IT system. 
 
Full background details and a more detailed explanation are 
provided within section 2.1. 
 
1.1 The project 

 

Target Dates: 
Start of procurement July 2012 
Award of Contract August 2012 
Start of project delivery September 2012 
Completion of project November 2012 

1.2 The Cost   
 
 

Total Project Cost £     59,000 

Cost Funded from: 

Funding: Amount: Details: 

Reserves £  

Repairs & Renewals £6,000 Customer Service Centre 
Repairs and Renewals Fund

Developer 
Contributions 

£  

Other £53,000 Technology Investment 
Fund 
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Ongoing Revenue Cost   

Year 1 £10,750 £8,750 Northgate costs 
£2,000 Serco costs 

Ongoing £10,750  
 
The ongoing revenue costs of the project will be funded from the Customer 
Service Centre’s existing budget provision. 
Future savings are not quantifiable at this stage, but will be reviewed on 
completion of the capital project. 
 
1.3 The Procurement 
The Northgate eRevenues and e-Services modules will be procured via 
Northgate Information Solutions through Serco. However, Northgate will be 
responsible for the installation, testing and set-up of the modules with Serco 
supporting the implementation project. 
 
The estimated total cost of the purchase of the Northgate eRevenues and 
eServices modules is £47,000 with ongoing annual support and maintenance 
charges of £8,750.  (We have negotiated a £10,000 discount on the products 
list price a saving of 22% on the original quote.) 
 
Following the implementation of the scheme, the cost of the annual support 
and maintenance charges will be funded from the Customer Service Centre’s 
existing budget provision. 
 
The total value of the Northgate procurement is £90,750.  (Northgate capital 
cost of £47,000 plus 5 years annual support and maintenance charges 
totalling £43,750).  The Director of Customer and Community Services will be 
asked to approve an exemption of the requirement in the Contract Procedure 
Rules to go out to tender on the grounds set out in Rule 5.1.5C that the new 
software and maintenance can only be provided by Northgate as the 
additional modules (and maintenance) relate to software systems provided by 
Northgate and the systems need to integrate. 
 
The estimated Serco capital costs are £12,000 and will be purchased via 
existing contract arrangements.  The estimated ongoing Serco revenue 
support costs are £2,000 and will be funded from existing budget provision. 
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2 Project Appraisal & Procurement Report 

2.1 The Project  
 
Customers have higher and higher self-service expectations than ever. They 
want more control over their own accounts and activities. They want to 
choose how and when they receive account information and perform 
sophisticated transactions without the need to talk to someone. They expect 
24/7 availability and no constraints on access. Many commercial 
organisations already use e-billing and customers are increasingly expecting 
self-service interactions to make the user experience more convenient. 
 
The project is for the procurement of software (Northgate eRevenues and e-
Services modules). The Northgate eRevenues and eServices modules are 
designed to assist claimants and Customer Services Advisors to receive 
applications for Council Tax and to carry out benefits assessment interviews 
more quickly at the first point of contact. 
 
The provision of eServices has been identified as a key enabler by the Head 
of Customer Services in the 2012 Customer Services service plan, in 
providing customers of Cambridge City Council the choice of how they access 
Council services and opt for ebilling. It will also enable staff and administration 
savings to be made by reducing customer contact and paper billing. 
 
The Cambridge city eServices will give access to a full range of features and 
interactive services to residents and customers giving them greater choice 
between face to face or undertaking the transactions themselves in their own 
time, reduce queuing times and speeding up transaction times. Residents will 
be able to set up direct debits, check council tax/business rates balances, pay 
and request paperless billing. 
 
eRevenues is a rule-based system that lets non-experts conduct Revenues 
interviews, and get all the information right first time. 
 
It shortens interview time by prompting the interviewer to ask only relevant 
questions. 
 
In terms of the efficiencies gained it will:  
 

• Reduce supplies and services costs including expenditure on agency 
staff. 

• Eliminate the need to scan paper claim forms. 
• Cut the cost of producing paper forms  
• Reduce the likelihood of errors caused by the re-keying of data. 
• Speed up processing times as the need for scanning and re-keying of 

data is eliminated. 
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• It lets you assess new liabilities for Council Tax, and check discounts 
and exemptions that might apply.  

• It allows changes in circumstances to be updated. 
• Improve customer satisfaction; using the customer satisfaction tool 

GovMetric will test this. 
• Provide for greater flexibility with service delivery, as claims can be 

taken face-to-face or via the telephone.  
• Extend access to the system for staff [back & front office], claimants, 

housing, housing associations and welfare support groups. 
• Integrate directly with our Northgate back office benefits system, which 

will speed up our average processing time for new claims and changes 
in circumstance. 

 
The benefits of ebilling include: 
• Convenience - bills can be viewed securely at one or more locations, such 
as home, at work or on a laptop. 
• Unlimited Access - You can access your bills 24 hours a day, 365 days a 
year. 
• Flexibility - While viewing your bill, you have the option of: printing a hard 
copy, retrieving an archived copy of the bill. 
• Timeliness - e-bills are available almost the instant they are produced. 
• Security - e-bills are available via your e-billing account. Unlike paper bills 
that could be lost, destroyed or temporarily misplaced, e-bills can be viewed 
securely online, 24 hours a day. 
• Environmentally friendly - ebilling reduces the use of paper, envelopes, toner 
and inks along with the associated delivery and staff costs. 
Whilst the Council is committed to providing a choice of access channels for 
customers, we will also need to encourage customers to use access channels 
that are more appropriate to the transaction and cost effective for the Council. 
 
The eRevenues and e-Services modules will provide a more customer-
friendly effective and efficient service, which will help to further improve our 
processing times.  
 
2.2 Aims & objectives  

• Investing in projects to reduce our carbon footprint and our energy bills;  
• Improving the efficiency of council services to maintain high standards 

and value for money;  

Customer Services and Revenues & Benefits Services are looking to deliver 
the following overall outcomes: 
 

• Improved customer experience for all. 
• Reduce staff costs. 
• Alignment of Council, agencies and partner services – seamless 

delivery of services. 
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• Implementation of technology and communication to allow self-service. 
• Services accessible by all. 
• Innovation in service delivery. 

 
We also need to maximise the efficiency of our ICT systems and projects 
such as transactional web portal, e-council tax and cashiering kiosks will all 
help in moving customer to self serve which is the cheapest form of 
transaction.   
 
The introduction of the eRevenues & eServices modules will: - 
 

• Minimise customer waiting times. 
• Reduce pressure on cashiers. 
• Provide choice for customers. 
• Allow the reallocation of resources in the customer service centre. 
 

2.3 Major issues for stakeholders & other departments   
 
Other Sections [Customer Services & City Homes] will be able to provide 
online support to claimants from any location, completing applications online 
and submitting the data into the Northgate core Revenue & Benefits Services 
application. 

 
2.4 Summarise key risks associated with the project  
 

• Availability of resources to project manage, competing demands of 
other projects. 

• Staff and/or customers not adapting to new ways of working and the 
use of technology. 

• Proposed savings would be compromised if delays in project 
implementation occur 

• Individuals will be able to authenticate themselves and be able to 
communicate securely with the authority. It is essential therefore that 
the authentication process is robust and secure before use. We are 
using known standardised technology in order to minimise the risks.  

• Insufficient marketing of the new e-billing functionality limits take up 
and delays payback of investment and the making of staff savings. 
Marketing of the new functionality is essential for the enhanced web 
services to be a success. 

 
2.5 Financial implications 
a. Appraisal prepared on the following price base: 2012/13 
b. Specific grant funding conditions are: N/A 
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c. Other comments 
 
As part of the overall project, Northgate will lead in terms of the 
implementation to include the full testing of interfaces with the Northgate core 
product used within the authority.  Serco will have a support role.  
 
It is estimated the there will be no requirement for additional internal staffing 
resources from the Customer Services or Revenue & Benefit Services. 
Training on the use of the new Northgate eRevenues and e-Services modules 
to non Housing & Council Tax Benefit staff will be carried out from within 
existing resources using a train the trainer model. 
 
2.6 Capital & Revenue costs 

(See also Appendix A for spread across financial years) 
 

(a) Capital £ Comments 
Building contractor / works   

Purchase of vehicles, plant & 
equipment  

Professional / Consultants fees 12,000 Serco support costs 

IT Hardware/Software 47,000  

Other capital expenditure  

Total Capital Cost 59,000  

 
(b) Revenue £ Comments 
Maintenance per annum 10,750 £8,750 Northgate costs 

£2,000 Serco costs 
  

  

Total Revenue Cost    10,750  

 
The ongoing revenue costs of the project will be funded from the Customer 
Service Centre’s existing budget provision. 

 

2.7 VAT implications 
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This scheme will not present the Council with any VAT issues. 

 
2.8 Environmental Implications 

Climate Change impact +H 
 
The ability of residents to be able to use the online eRevenues and eServices 
modules will: -  
 

• Reduce the City Council's energy consumption and reduce energy 
consumption by others in Cambridge, as documents such as Council 
Tax bills will not now have to be printed off in bulk and delivered to 
residents.  

• Reduce the level of work related motor vehicle use by City Council staff 
commuting or operations and reduce the level of motor vehicle 
journeys by others in Cambridge, as residents will be able to complete 
any applications for Council Tax etc online and not have to travel to the 
Customer Service Centre. 

• Reduce the amount or increase the level of recycling of the City 
Council's own waste and reduce the amount of waste or increase the 
level of recycling by others in Cambridge as form wills be available, 
completed and sent electronically. 

 
2.9 Other implications  
 
Council Tax services will still be available to those that are not web enabled 
via the telephone or face to face, these could be among some of the most 
disadvantaged groups in the City. An EQIA has been undertaken. 

 
2.10 Staff required to deliver the project 
Implementation of the project is expected to be completed using current 
resources. 
 

2.11 Dependency on other work or projects 
 

Not applicable 
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2.12 Background Papers 
 
Briefing Note June 2012 
 
2.13 Inspection of papers 

Author’s Name Jonathan James / Chris Bolton  

Author’s phone No. 8601 / 8603  

Author’s e-mail: jonathan.james@cambridge.gov.uk / 
chris.bolton@cambridge.gov.uk 

 

Date prepared: 30th May, 2012   
 
 
 
 

 

mailto:jonathan.james@cambridge.gov.uk
mailto:chris.bolton@cambridge.gov.uk
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Capital Project Appraisal – Capital Costs and Funding 
Profiling 

  Appendix A 

 2012/13 2013/14 2014/15 2015/16 2016/17 Comments 
 £ £ £ £ £  
Capital Costs       
Building contractor / works   
Purchase of vehicles, plant and 
equipment 

  

Professional / consultants fees 12,000  Serco support costs 
Other capital expenditure 47,000   
Total Capital Cost 59,000   

   
Capital Income/Funding   
Government Grant   
Developer Contributions   
R&R funding 6,000  Customer Service 

Centre repairs and 
renewals fund 01089 

Earmarked funds 53,000  Technology Investment 
Fund 24613 

Existing capital programme funding   
Revenue contributions   
Total Income 59,000   

Net Capital Bid 0   
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