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1. EXECUTIVE SUMMARY 
 

1.1 The Housing and Regeneration Department (HRD) wishes to back scan all the 
paper documents held in the Housing Management files for the Tenancy 
Management Team in the South of the Borough. This removes the risk of losing 
important tenancy information due to fire or water damage and the impact this 
would have on service delivery. It also reduces the risk of documents being 
misplaced or lost.  

 
1.2 At present, Housing Officers are dependent upon paper records for accessing 

tenants’ correspondence, forms, tenancy agreements etc, and cannot access 
this data when with they are out of the office. By back scanning tenants’ files 
Housing Officers will have access to tenants’ data electronically, at any time, 
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from any location, including from within tenants’ homes, improving officer 
productivity and the service to customers.          

 
1.3 This is part of HRDs Customer Service Improvement Programme and supports 

mobile working, bringing services closer to customers. It will also allow for a 
more single view of the customer as officers will be able to access data held in 
our Housing Management System for rent information etc.   

 
1.4 Back scanning Housing Management files will also facilitate business 

transformation as new documents will be processed electronically moving 
towards a paperless office. It will allow for the better use of office space due to 
the removal of filing cabinets. 

 
1.5 Back scanning Housing Management files in the South of the Borough builds 

upon the successful back scanning of Housing Management files in the North of 
the Borough, for which a Cabinet Members Decision was agreed on 8th January 
2016.  

  
2. RECOMMENDATION 

2.1 That the Cabinet Member for Housing agrees that an order be placed with 
Northgate Public Service (NPS) through the Council’s existing contract with  
Hammersmith and Fulham Bridge Partnership (HFBP) for the back scanning of 
the Housing Management files for the South of the Borough up to a cost of 
£75,337.  

 
2.2 That this order is funded from existing IT budgets in the Housing Revenue 

Account. 
 

3. REASONS FOR DECISION 

3.1 HRD is proposing to back scan the paper documents for the reasons as set out 
in the Executive Summary. These will be scanned into the council’s Electronic 
Data Management System (EDMS) called Information@Work (I@W) supplied by 
NPS. Once the documents have been scanned they will be securely destroyed 
and I@W will be used to hold all tenants’ correspondence, letters, forms etc in 
electronic format from then on. 

 
3.2 Northgate is also the supplier of the Housing’s main Housing Management 

Information System (iWorld), and it should be possible to integrate this with the 
EDMS system in the future, further improving the service to customers. 

 
4. INTRODUCTION AND BACKGROUND  

4.1 HRD is moving towards a paperless office to facilitate the benefits described 
above. Allocations files were back scanned in 2013 and the intention is to move 
the rest of the department to a paperless office starting with the Housing 
Management files. Due to the size of this work, it was decided to break this down 
into separate phases:  

 



a) Housing Management files in the North of the Borough (around 6,500 files 
requiring an estimated 1,850,000 scanned pages). 

b) Housing Management files in the South (Pinnacle contract) (around 5,500 
physical files requiring an estimated 1,413,500 scanned pages).  

c) Sheltered (around 1,000 files). 
d) Leasehold Services  (subject to a separate feasibility)   

 
4.2 It was agreed to adopt a phased approach to the back scanning so that Housing 

Teams could learn from the process and identify efficiencies, which could be fed 
into the following phases.  

 
4.3 As the back scanning of the Housing Management files in North of the Borough 

is nearing completion; approval is now sought to start the work on back scanning 
the Housing Management files in the South of the Borough covered by the 
Pinnacle  contract area.  

 
4.4 It is not proposed to use I@W to hold maintenance or property asset data. 

Instead these will be loaded into The Tech Forge (corporate) Asset Management 
system, which has the facility to hold documents electronically against the 
property asset.    

 
5. PROPOSAL AND ISSUES  

 
5.1 The back scanning of Housing Management files in the South of the Borough will 

be completed in two phases: a set up phase to configure I@W and to test the 
processes followed by a production phase where the back scanning will be 
completed in 9 consignments.  

 
5.2 The Housing Team will prepare and pack the files for NPS to pick up. NPS will 

then prepare the files for scanning; scan and index them, and upload the files 
onto the council’s network by secure means so that HFBP can download the files 
into a pre-configured I@W system for HRD to check that the documents have 
been loaded correctly.            

 
5.3 Subject to HRD’s approval, NPS will securely destroy the paper documents and 

issue certificates of secure destruction. Some key paper documents e.g. 
Tenancy Agreements, will not be destroyed and will be returned to the office.   

     
5.4 NPS operate a file retrieval service, where, if required, files can be returned 

within 24 hours   
 

5.5 The intention is to complete the set up phase by the end of October 2016 and 
the production stage by the end of February 2017.   

 
6. OPTIONS AND ANALYSIS OF OPTIONS  

6.1 Initially a quote was obtained from the Council’s specialist back scanning 
supplier IDSL. However, this was thought high, so a second quote was 
requested from Northgate as the Council’s EDMS supplier (through the HFBP 
contract), and this came back £13,370 lower.         
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7. CONSULTATION 

7.1 Consultation has taken place with corporate Information Management and 
discussions held with suppliers through the IT Services contract with HFBP. 
Members of staff in the Neighbourhood Office have been involved in the design 
of the new business processes. 

 
8. EQUALITY IMPLICATIONS 

None 

9. LEGAL IMPLICATIONS 

9.1 The Council’s IT requirements are provided by HFBP under a service contract 
dated 01 November 2006 (the “IT Service Contract”).  Under the IT Service 
Contract, HFBP contracts directly with software suppliers for the provision of IT 
software to the Council.  This report requests the approval of funding to enable 
the Council to pay for the provision of EDMS.  After 01 November 2016, the 
current contract between HFBP and NPS will be novated to the Council to 
maintain service provision.  The legal implications regarding the novation of the 
Contract are set out in the Cabinet report titled “ICT Transition Phase 4 – 
Authority to novate ICT Contracts from HFBP to the Council and other 
Providers,” which was approved by Cabinet on 05 September 2016. 
 

9.1. Implications completed by: Kar-Yee Chan, Solicitor, Deputy Team Leader, 
Contracts and employment Team 020 8753 2772. 
   

10. FINANCIAL AND RESOURCES IMPLICATIONS  

10.1. The costs associated with the back scanning of the Housing Management files 
for the South of the Borough will not exceed £75,337 in total and are set out 
below: 
 
Project Charges         (£)     
HFBP costs:      22,970 
Hardware costs:      4,056                
NPS Services:     48,311 

      75,337  
 
This compares to £93,762 for back scanning the Housing Management files in 
the North.        

 
10.2. These costs are revenue in nature and will be funded from existing IT 

commissioning budgets within the Housing Revenue Account. The budget is 
held against the following cost code: HC78420 R5700 R5700AA.    

  
10.3. As explained in section 6, officers sought a second quote from Northgate Public 

Services following receipt of IDSL’s quotation which was considered high. This 
provides some assurance that value for money is being achieved for the Council. 



 
10.4. It should be noted that the project will involve back scanning in batches which 

will allow learning to take place (as outlined in paragraph 4.2). This will enable 
cost efficiencies to be realised where possible (for example, through purging 
obsolete records that don’t need to be scanned).  

 
10.5. As the project will not be completed before the end of the HFBP contract on 31st 

October 2016, the annual support costs are currently unknown. As a comparison 
the six monthly charges quoted by HFBP for the North files was £1,061. 

 
10.6. Implications completed by: Daniel Rochford, Head of Housing Finance, 020 8753 

4023. 
 

11. IMPLICATIONS FOR BUSINESS 

11.1. This work is being sourced through the Council’s existing suppliers. 
 
12. RISK MANAGEMENT  

12.1. These have been identified in the Solution Proposal drafted by HFBP. The key 
risks are: 

 
12.2. As the preparation of the majority of the 5,500 files will be carried out by NPS, 

there is a risk that errors are made and essential documents are not back 
scanned, leading to operational issues for the Housing Management Service. 
 

12.3. H&F will carry out quality assurance activities by signing off the set up phase 
and signing-off selected samples of uploaded PDFs during the production 
phase. 
 

12.4. As the project extends beyond the end of the HFBP contract on 31/10/2016, 
there is a risk of delays and cost increases due to the hand over to alternative 
arrangements.  

 
12.5. A Project Change Control Notice with a revised project plan will be issued prior 

to the end of the HFBP contract addressing contract-end issues including 
handover arrangements.    
 

12.6. Implications verified/completed by: Alistair Nimmons, Head of Systems and 
Programmes Management 020 87531924. 

 
13. PROCUREMENT IMPLICATIONS 

13.1. There are no immediate procurement related issues as the recommendation 
relates to an order to be placed under existing contractual arrangements with 
HFBP.  In the long-term a review of the procurement options for a specialist 
back scanning supplier will need to be considered for the outstanding phases 
associated with this project within the Housing Department. 
 



13.2. Implications verified/completed by: Alan Parry, Interim Head of Procurement 
(Job-share).  Telephone 020 8753 2581 

 
14. ICT STRATEGY IMPLICATIONS 

14.1. This proposal builds on work done in January 2016 to back-scan paper records. 
With appropriate controls in place electronic scanned documents will be more 
secure than archived paper records. HRD will need to ensure that appropriate 
contract clauses are in place to ensure safe-guarding of the scanned 
information, and that the scanned information can be returned to the council or 
another supplier in a machine readable format. 

  
 
 

 
LOCAL GOVERNMENT ACT 2000 

LIST OF BACKGROUND PAPERS USED IN PREPARING THIS REPORT 
 

No. 
 

Description of 
Background Papers 

Name/Ext of holder of 
file/copy 

Department/ 
Location 

1. None   

 

 

 


