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Purpose

• To update the Committee on the work of the department 
to develop its digital strategy.

• To give an opportunity for the Committee to ask any 
questions about the direction of travel.
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Departmental Strategy Focus Areas

• Customer Facing

• Workforce

• Integration

• Systems

• Horizon Scanning

Focus today on Customer facing, Integration, Horizon 
scanning.
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✓

Customer Facing: The Leicestershire/Hampshire Model 
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LCC delivery, HCC/PA advisory

HCC/PA delivery

Key to which service 

elements are delivered:

HCC / PA deliver core transformational 

service and are responsible for overall 

service management 

The diagram below shows the service elements and high-level Leicestershire County Council (LCC) and 

Hampshire County Council (HCC)/PA roles. Yellow indicates an HCC/PA delivery role. Blue indicates an 

LCC delivery role and an HCC/PA advisory role. This will involve knowledge transfer, learning and 

development and coaching to the LCC team. Where there are multiple ticks, both roles take place, as 

explained in detail on later slides.

LCC delivers core operational services and is 

supported by HCC/PA to transform and continuously 

improve operations to meet best-in-class service 

delivery. LD assessment / installs delivered by 

HCC/PA on a time limited basis. [TBC monitoring]

✓ ✓*
*

*See here for more information on the operational service 

management function and here for more information on 

monitoring options.
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Model
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Model

70



Customer Facing

Autonomy –
Leicestershire 
ASC’s Customer 
Portal

Autonomy is a standalone customer 
portal which links into both LAS 
(Adult Social Care Case Management) 
and ContrOCC (ASC Financial 
management) systems.

It can be accessed directly, or the 
individual assessments can be 
accessed via links from the Adult 
Social Care area of the LCC website.

It has been Live since 2017, starting 
with the Carers Assessment
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Customer Facing
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Customer Facing

Portal – next steps

The following areas are currently in development:

• Professional referrals – including equipment requests, 
safeguarding referrals, and requests for attendance at 
Continuing Health Care reviews

• Customer accounts

• Care accounts (financial information)
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Integration
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Integration

Yorkshire & Humber 
Care Record

• LLR have chosen to go with the Yorkshire  & 
Humber Care Record solution

• This has been developed using an open 
platform and open standards by the three 
Yorkshire and Humber ICS who jointly own 
the asset and intellectual property.

• Humber Teaching NHS Foundation Trust 
hosts all the assets for the shared care 
record.

• They also utilise expertise from Google, 
Synanetics and Delloitte  to provide the total 
solution

• An Open philosophy is key to joining the 
data together
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Horizon Scanning/Customer Facing
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Horizon Scanning/Customer Facing

Our Submission

• The Leicestershire Adults and Communities team is keen to 
improve its digital footprint in its dealings with customers, 
general enquiries from the public, professionals and third party 
service providers.

• Our bid focused on improving customer service by responding to 
enquiries for help and support:

• As quickly and effectively as possible whilst retaining a human touch; 
• Ensuring answers are tailored specifically to the person asking;
• Keeping enquiries and responses, private and confidential;
• Freeing up staff to focus on the most urgent and difficult enquiries or for 

those unable to access the digitally.

• Provide us with key information on what people are looking for 
and how best we can help them, so that we can improve the 
customer experience and services available.
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Horizon Scanning/Customer Facing
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Horizon Scanning/Customer Facing

Whilst CAS is illustrated here as a typical Chatbot …….

We’d very much like CAS to be more human ……

Able to interact with everyone 

• Individually chosen from a group by the customer
• Receive and give information vocally
• Translatable into different languages
• Present information in different forms e.g. video

and be a bit more animated …..

80



Horizon Scanning/Customer Facing
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Horizon Scanning/Customer Facing
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Horizon Scanning/Customer Facing
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Horizon Scanning/Customer Facing
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