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Customer Services 3 Buy Local
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Business Grants
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Safe and Well
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Digital Services Division (ICT and Customer Services )

Goals —2020/21

Revamped Service Delivery Model OSS
and Front Door Services

Develop Agile Service Delivery / Change
Management function

Extend Digital transformation: Bots,
Robotics and Al.

SSIP and HWB Program (Schools ICT
Infrastructure)

Develop Data Science function to
inform service design

Enhanced automated contact services (Voice
Recognition, Bots and IM) in Contact Centre

Develop new systems to support
Service initiatives

Further develop CCTV as a sustainable monitoring
service

New ICT Systems: Payroll /HR , Debtors

Exploit use of Cloud Services to provide improved
BC/DR and support new working models

Enhanced Cyber Security Model

Develop Citizen and Business accounts

Rollout of Unified Communications
and 0365.

Extend GDS services gov.notify and gov.pay to
more service areas

Migration and redevelopment of legacy
in-house applications to new
technology.

Rolling program to maintain / replace desktop
estate to reflect new models of operation
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