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House keeping

• Please familiarise yourself with the nearest fire exit

• To ask questions throughout the sessions, please raise your hand

• Please use the emoji paddles if needed

• Make sure you tweet throughout the event using the hashtag #Socitm #ShareNational #servicedelivery

• The slides from the event will be available to download from the dedicated event page 
(https://socitm.net/events/share-modernising-ict-service-delivery-2022/ )

https://socitm.net/events/share-modernising-ict-service-delivery-2022/


Carol Williams
Director of Transformation & 

Digital, Walsall Council

Vice-President, Socitm

Get in touch

Email: carol.williams@socitm.net



Today’s 
agenda

If you have any feedback 
or comments you wish to 
make during today’s sessions, 
please interact with us 
at slido.com #SOCITM161122
or scan the following QR code 
with your smartphone camera 
or a QR code scanner app:

10:00 Welcome and introduction

10:30
Identity as an enabler to transform citizen services and better access to 
digital services

11:00 Compassionate and empowering leadership in a time of crisis

11:50 Private Sector View

11:55 Networking lunch 

13:00 Partner Workshop Sessions

13:30 Measuring Performance Improvement; So essential yet so avoided, why?

13:50 Performance Panel

14:35 Networking break

15:05
Top Talent Manchester - Designing customer centric responsive customer 
services

15:45 Retention Panel

16:20 Closing remarks



Vice-President’s Policy Theme –
Improving Service Delivery 

We have been tackling public service transformation for many years. Each year seems to get harder and harder. Right 

here today I believe is the most challenging times public services have faced and it is about to get even tougher.

Effective service delivery starts with putting the customer at the heart of what we do. Understanding the customer 

journey and developing easy to access services available anytime and from anywhere.

To be agile and effective we need a modern digital environment and skilled staff to deliver change on a continuous 

improvement basis. Recruitment and retention are key issues we are facing as well as gaining insight and learning 

from the data and information we hold.

Please take advantage of the agenda today and the opportunities for networking in person with likeminded 

colleagues – I sincerely hope that you will take away some hints and tips, some great contacts too, so that the 

conversation continues after you leave Manchester. 

How are we improving service delivery?



Vice-President’s policy theme − key areas

1

Supporting 
innovation

2

Empowering 
cultural change

3

Enhancing 
performance to 
achieve service 

excellence

Carol Williams, Vice-President
Policy theme: Modernising service delivery

4

Championing 
inclusivity


