
INVERCLYDE COUNCIL: 

ICT CONSULTANCY
 
Inverclyde Council identi�ed the need to 

radically overhaul and improve its internal 

ICT delivery service and capabilities to assist 

the council as a whole.  

The objective was to meet the needs of the 

community and local businesses that 

it serves.

The Council decided to adopt an alternative 

strategy to the more common outsourcing 

route in order to transform their service.  

They opted to engage with SunGard Public 

Sector as a strategic partner to work closely 

with them on assessing and improving 

almost every aspect of their ICT service 

delivery.  

This resulted in Inverclyde retaining an 

internal ICT capability, yet also bene�ting 

from SunGard�s wealth of Public Sector 

experience in transforming local 

government ICT service delivery.

At the same time, in order to increase the 

internal capacity to take advantage of 

this partnership, Inverclyde also invested 

in a new effective and experienced ICT 

management team.

SunGard worked in partnership with 

Inverclyde to transform the following areas:

�	 Asset Management

�	 Active Directory Design  

	 & Implementation

�	 Security Policy Design  

	 & Implementation

�	 Service Desk Transformation

�	 Designing ITIL Policies & Procedures

�	 Data & Voice Networks Review

�	 Desktop Refresh Design

�	 Server & Data Backups Review

�	 Disaster Recovery  

	 & Business Continuity Planning

ENABLING THROUGH 
PARTNERSHIP

The principle objective set by the Council 

for this partnership was to be able to take 

advantage of the experience built up by 

SunGard from years of providing managed 

services to a number of local government 

clients and transfer this to the internal team 

at Inverclyde to enable them to transform 

the service internally and carry it forward 

over the years to come.

The key requirement to enable this process 

was an effective working partnership 

between the internal ICT department 

and SunGard.  This relationship, together 

with a commitment to improvement from 

all internal ICT staff enabled SunGard to 

assess and report on all aspects of ICT 

services with complete trust, openness and 

mutual respect between all parties.  As a 

result of this working practice, Inverclyde 

ICT staff were happy to review and accept 

where opportunities for improvement were 

identi�ed and quick to implement the 

suggested remedy.

Following on from this partnership, 

Inverclyde�s ICT department is now 

suitably equipped with a robust internal 

management team that is able to continue 

in its own right to implement the 3-year 

improvement programme developed in 

conjunction with SunGard.
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SERVICE DESK

The performance of the Service Desk 

within an organisation is a highly visible 

representation of the ICT service to the 

customer base and also a good gauge 

of service maturity throughout the other 

aspects of the department.

The ICT Service Desk at Inverclyde had 

previously used antiquated systems, 

produced no meaningful management 

information, no de�ned Service Level 

Agreements and had very few de�ned 

policies and procedures for dealing with 

calls and major incidents etc. SunGard 

worked swiftly with the new ICT 

management team to assess the existing 

service maturity levels, systems, policies 

and procedures.  Soon after this process, 

SunGard assisted the Council to select a 

new service desk system, Infra; and also 

design and implement suitable ITIL based 

policies and procedures to transform the 

service. This has now provided Inverclyde 

with an effective process for managing all 

ICT service desk calls, providing customers 

with published service level agreements and 

provided a framework for all ICT staff to use 

from the handling of individual calls up to 

the early identi�cation and management of 

major incidents. 

It also provides effective management 

information at various levels to ensure 

stakeholders in the service are receiving  

a professional service level representing 

best value.

SUNGARD



INFRASTRUCTURE REFRESH

In order to support the transformation of the 

ICT service within Inverclyde, it was essential 

that a modern infrastructure was in place to 

support it.

SunGard worked closely with the Council 

to identify what the priority areas for 

improvement were, and then established 

how these should be improved.

Microsoft�s Active Directory Services 

represented a major building block 

of the required infrastructure and was 

implemented for Inverclyde by SunGard as 

an additional activity drawn into the main 

contract.  Gordon McLoughlin, the Head of 

ICT services at Inverclyde said of this key 

project... 

�The implementation of the key strategic 

Active Directory project by SunGard went 

smoothly in a very quick timeframe, with no 

signi�cant disruption to the operations of the 

Council.  SunGard managed to complete the 

implementation in a professional manner, on 

schedule and in addition to this reduced the 

implementation costs to the Authority due to 

ef�ciencies gained during the process�

SunGard�s Professional Services team 

has a broad experience of delivering ICT 

solutions within Local Government and other 

public sector environments.  Following the 

period of consultancy and guidance given 

to Inverclyde they are now commencing 

an implementation programme for other 

signi�cant elements of the infrastructure, 

including a comprehensive desktop refresh, 

voice and data networks upgrade and server 

rationalisation project.

FLEXIBILITY

At the commencement of the consultancy 

contract in June 2005, Inverclyde�s 

ICT management team was still being 

assembled.  Gordon McLoughlin had only 

recently been appointed as Head of ICT and 

was himself still in the process of appointing 

an operations manager and a programme 

manager. Gordon said of the SunGard 

Consultancy team �The initial contract was 

drawn up prior to the new ICT management 

team taking up their positions.  At an early 

stage in the contract, it became clear that 

the new ICT management team wanted 

something different from SunGard than the 

original contract provided.  The SunGard 

team were more than happy to listen to 

the revised requirements and perform 

the necessary contract changes to give 

Inverclyde a consultancy programme much 

closer to the newly identi�ed needs and 

requirements.�
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ABOUT SUNGARD PUBLIC SECTOR

SunGard Public Sector UK serves a wide range of customers - public safety and justice 

agencies, local and central government and third sector organisations. Solutions include 

public safety and justice applications as well as managed services and management 

consulting. In the UK more than 50 million citizens � 86% of the population - are served by 

agencies that rely on SunGard Public Sector solutions.   www.sungardps.co.uk 

ABOUT SUNGARD 

With annual revenue of more than $4 billion, SunGard is a global leader in software and 

processing solutions for financial services, higher education and the public sector. SunGard  

also helps information-dependent enterprises of all types to ensure the continuity of their 

business. SunGard serves more than 25,000 customers in more than 50 countries, including 

the world�s 50 largest financial services companies. www.sungard.com


