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e-potential

• potential - forward looking – what might be

• also about making the most of what we 
have already

people, skills, knowledge and abilities
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“……….interaction design is the art of 
facilitating interactions between humans 
through products and services……”
– Dan Saffer, Adaptive Path

real e-potential?……with technology as 
the enabler 

– interaction can be person to person
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optimising + sharing 

• case study ………esd-toolkit 
– person to person knowledge sharing and 

collaborative working

• optimising what we have already:
– engaging and involving - people

– enabling and improving - processes
– empowering and understanding – architecture

– evolving and innovating - infrastructure
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key objectives

• accelerate learning
• reduce duplication of effort
• encourage collaboration
• optimise the spend of public money
• motivate achievement
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the challenges

• understand what we do
• be able to measure, compare and 

evidence
• change the way we work and improve 

performance
• help others, involve the citizen and work in 

partnership
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understanding what 
we do

• better understanding of 
– the citizen

– what we do
– with whom

• develop ways to engage with the citizen 
and business partners to improve quality
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the model

• shared model of local government linked 
to locally maintained models of local 
authority activity

• built around definitive core lists of services
• mapped to an integrated public sector 

vocabulary
• key information requirements for 

interoperability
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dynamic model of local government

one shared model 
380+ individual tailored models
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manage, monitor, 
measure, share

• centrally managed – locally administered 
infrastructure

• enables sharing of information and joint 
working

• devolved working across local government
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manage, monitor, measure + report
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Self assess against standards
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results, statistics and benchmarking
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change ways of 
working

• maximise knowledge sharing 
• development of practical solutions
• collaborative working
• sharing documents, projects, contacts, 

statistics and business information
• enhancing knowledge 
• offering peer support
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making the most of it

processes
• local best practice networks
• working groups – peer support
• projects database
• forums
• people finder
• shared file exchange + structured search
• online communities - news and information 
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sharing – documents – good practice
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sharing projects and experience
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Answered once – viewed many times



www.esd-toolkit.org 

supported by

a local government initiative sharing nationally 
to improve services locally

Local – regional – thematic – national news
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who’s there to help?

people
• steering group
• stakeholders – partners – commissioners
• toolkit local communities - chairs + deputies
• topic leads and working groups
• development – multi-agency experts + 

professionals – engagement/involvement
• accredited toolkit practitioners – trainers –

peer support - liaison officers
• beta-testers - experts – consultees
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communities of practice
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People finder – contacts and experts
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what’s in it for…

• CeOs
– improving how organisations work

• heads of finance
– business cases for process change

• business improvement/change managers
– process maps – performance information –

benchmarking
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what’s in it for…

• customer service managers
– customer profiling and demographics
– delivery standards, FAQs, examples, templates

• heads of efficiency/e-champions
– linking to efficiency savings reporting
– networking service experts

• web masters
– metrics to demonstrate provision/marketing effect
– accessibility and usability improvement
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the story so far

• local government initiative
• 15,000 + users – includes all local authorities
• 90+% have their own web space and model
• 10 toolkit local communities
• 6 special interest groups – thematic
• accredited practitioners

– training, peer support, beta testing

• steering group, programme boards
– development – engagement - controlled lists, core 

content + standards
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• aiming for the information society
• developing the knowledge economy
• e-potential is a fantastic resource 
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unlocking e-potential 
………. the key to capacity building?
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