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1 Introduction

This document summarises the changes made to the various schedules that comprise the Inter
Authority Agreement (IAA).

The IAA has been reviewed on an annual basis since 2021, so the changes proposed for 2024 are
more minor in nature.

1.1 Summary of changes

Listed below is a high-level summary of the changes being proposed:
1. Priority 2 KPl and SLA: Our existing target of <30 Priority 2 incidents across the partnership
per month has been consistently achieved over the last 13 months.

o We are proposing to halve the target to <15 Priority 2 incidents per month.

o We are also proposing to remove the 95% target of resolved P2’s within 8 working
hours, as this percentage is mathematically meaningless with the volumes consistently
under 20 per month. We will continue to report actual numbers of P2’s resolved within
8 working hours.

2. Customer Satisfaction: Revision on how customer satisfaction is measured; moving from Net
Promoter Score (NPS), to Customer Satisfaction rating (CSAT).

3. Addition of SQL data cluster as a Tier 1: SQL databases and the SQL cluster are critical to
many partner applications. Whilst SQL databases are not directly managed by STS (Brent
database team maintain these on behalf of Lewisham and Southwark), it is logical that the SQL
service is raised to Tier 1 criticality, and therefore a 4-hour resolution window.

4. Clarity on services that STS are unable to provide: We have seen requests for us to support
Residential accommodation Wi-Fi and equipment, which we are not staffed to manage. We

have therefore added clarity on services we cannot support.

5. STS Governance: Referencing the Technical Design Authority, Enterprise Architecture Board,
STS Cyber Board as internal Governance boards within STS

6. Joint Committee (JC): Updated Officer Attendee job titles.
7. Joint Management Board (JMB): Updated Officer Attendee job titles.

8. Operational Management Group (OMG) ToR:
o Updated Officer Attendee job titles.
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o The OMG meeting now raises points from the OMG report by exception only.
o Partner councils should raise other areas of concern or proposals for discussion, to be
included in the agenda.

9. IT Procurement: Clarification that STS procurement function’s primary role is to manage
procurements that related to STS shared services and not Partner specific procurements.

10. Finance: FY25/26 apportionment split, based on October 2024 Active users.
11. Physical security of IT Network assets in satellite offices: Defining the responsibility for

physical security of network assets, that are often housed within administrative office space,
to be a Council / Partner responsibility
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2 Details of Wording Changes

Below are the details of the amendments made relating to the above list; only those documents that

have been amended are detailed and all other documents that form part of the IAA have only

received minor cosmetic changes to update with new STS brand colouring.

2.1 Schedule 3 — Service Description

Where
Section 1, Page
3

Change \
Introduction

Clarified the scope of IT service provided. For example excludes resident accommodation
Wi-Fi.

Section 3.1.1,
Page 7

Tier 1 Applications table:
e Addition of SQL databases and clusters

Rationale: SQL databases and the SQL cluster are critical to many partner applications.
Whilst SQL databases are not directly managed by STS, it is logical that the SQL service is
raised to Tier 1 criticality, and therefore a 4-hour resolution window.

Section 3.3 KPI and SLA for Priority 2 volumes per month:

Page 9 e Change from <30 to <15
Rationale: In the last 13 months, our peak volume of Priority 2 incidents was 20. As we
are now consistently over-achieving on our target of <30 per month, it is the right time
to reset our target, for the benefit of all partner councils.

Section 3.3 KPI and SLA to Resolve 95% of Priority 2 incidents within 8 Hours:

Page 9 Wording changed from:
95% of Priority 2 tickets resolved within 8 working hours
To:
Number of Priority 2 incidents resolved withing 8 working hours
Rationale: As overall volumes are now lower than 20, this is a meaningless target.
However, we will continue to report on the numbers resolved within 8 working hours. A
similar 95% target was removed from Priority 1 incidents in the 2021 IAA revisions, for
the same reason.

Section 5.12 Updated the Customer Satisfaction wording to reflect the change to CSAT scoring

Page 21 methodology.

Section 8.3 Additional responsibility, assigned to Council:

Page 38 11.Manage physical security to on-site network equipment, limiting access to STS staff

only.

2.2 STS Governance Arrangements Diagram

Where

Change ‘
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Schedules 6a, 6b | Additional reference in the STS Governance Arrangements diagram to:
& 6¢ e STS Technical Design Authority.

STS Enterprise Architecture Board.

STS Cyber Board,

STS Project Charter,

as governance documents and forums within STS.

Rationale: To further detail the governance improvements implemented over the last 2
years as internal STS controls. Each have their own documented Terms of Reference.

2.3 Schedule 6a Joint Committee Terms of Reference

Where Change ‘
Page 5 Updated Job Titles for Officer Attendees:

Brent: Corporate Director of Finance and Resources

Lewisham: Executive Director for Finance, Digital and Corporate Resources

Southwark: Strategic Director of Resources

2.4 Schedule 6b Joint Management Board Terms of Reference

Page 5 Updated Job Titles for Officer Attendees:
Brent: Corporate Director of Finance and Resources
Lewisham: Executive Director for Finance, Digital and Corporate Resources
Southwark: Strategic Director of Resources

2.5 Schedule 6¢c Operational Management Group Terms of Reference

Where Change ‘
Section 3.1, Standing items wording changed from:
Page 2 - Operational, service and programme delivery updates

To:

- Operational, service and programme delivery updates, by exception

Rationale: The Operational Management Group report contains details on performance
across STS and it is now no longer realistic to present each section in detail at the
meeting. STS representatives are now only presenting areas of exception for discussion.
Section 3.3, New line:

Page 2 Appointed Partners should inform the chair of any proposals or discussion areas they
wish to raise that are not already included in the standing items, for inclusion in the
agenda.

Rationale: The Operational Management Group is a forum for all partners to bring
proposals for discussion.
Page 5 Updated Job Titles for Officer Attendees:

6 >>> SharedTechnology.Services




Brent: Director Communications Insight and Innovation
Lewisham: Director of IT and Digital Services
Southwark: Chief Digital & Technology Officer

2.6 Schedule 7 Key Personnel

Where Change \
Page 5 Updated Key Personnel:

Role Post Holder

Managing Director of Shared Technology Services Fabio Negro

Head of Operations (Service) Mobeen Zafar

Head of Operations (Infrastructure) Stuart O’Shea

Head of Strategy & Technology Tim Green

Head of Partnerships & Projects Joanne Barker

2.7 Schedule 8 — Finance Principles

Where: Page 3

New apportionment figures for FY25/26:

Active Directory User Count

LB Brent LB Lewisham LB

(of which LGA) Southwark
FY25/26 User Based Apportionment
2025/26 Active Users* 3450 (570) 3650 5550
2025/26 Apportionment 27.27% (4.51%) 28.85% 43.87%

Previous year (FY24/25) User Based Apportionment

2024/25 Active Users 3700 (450) 3300 5700

2024/25 Apportionment 29.13% (4.49%) 25.98% 44.88%

*Active Directory Users, rounded to nearest 50, as at 14/10/2024 for FY25/26 apportionment
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2.8 Schedule 9 — Procurement Protocol

Page 5 STS Procurement Protocol diagram simplified to remove STS procurements on behalf of
a single partner council.

Rationale: This simplification clarifies that STS procurement will not have the capacity to
undertake partner council specific procurements (e.g. Line of Business Applications).
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