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The Project .

* For the Energy Bill Support Scheme, BEIS had to deliver a domestic &
non-domestic Alternative Fuel Payment scheme for Great Britain & Northern
Irelond

The schemes are delivering £500m of payments across 1.3m applications
« The platform, including GOV.UK journeys, was to be delivered using Salesforce
 Initial conversations were had with BEIS on the 20 December 2022

We delivered the first scheme, live in Private Beta with a GOV.UK journey, contact
centre, and Local Authority portal on the 16th of January 2023

« All 4 schemes are planned to be delivered into Public Beta by the 7 March 2023
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The Ask - 9 Weeks to Deliver 4 Schemes to Public Beta A3

The Scope The Volumes

e 1Im submitted applications - domestic and non-domestic
e 4 xEnergy Schemes

' e Great Britain and Northern Ireland
e 4 x GOV.UK Journeys using Salesforce Front End

: . : e All 333 Local Authorities
e 4 x Assisted Digital Journeys in Salesforce

, , , e 1500 Local Authority Users
e 4 x CRM Portals using Service and Experience Cloud

' . e 120 Contact Centre Users
o Local Authority Portal for Payment Processing

) . o e 40 Payment Processing Users
o  Contact Centre Portal for Assisted Digital, Application

Support and Case Management e Over 800 User Stories

O  Contact Centre portal for Payment Processing

Other Asks
o CRM portal for BEIS users
e 10 x Integrations including Gov.Notify o WCAG 2.1 Accessibility Compliance
e S x Data Migrations e NCSC Security Compliance
e Dashboards, Reports and Data Extracts for Ml e GDS Service Assessment
e New Salesforce Environments from Dev through to e Multi-Factor Authentication

Production

e Support for onboarding and training
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How We Did It A3 <

e Utilised our Rapid Salesforce Delivery Framework

e Focus on Build and not consulting

4 Workstream Approach

e Pre-scoping workshops to identify critical delivery

risks and focus areas for ourselves, Salesforce e Soalesforce Front-End Build

aond BEIS e Integration Build
e Worked with BEIS on definition and prioritisation e Salesforce CRM Build
of User Stories e Security, IT Service & User
Onboarding

e Agreed a common way of working and a joint ‘can
do’ delivery culture

e Delivered the MVP for Private Beta, and then
iterated with further functionality and automation
for Beto.
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Our Rapid Delivery Framework A

e Our framework consists of the core elements needed to deliver a successful project

(B oetvere ) {8 sovnc) (13 vecarn ) (BT o )
Delivery |z Architecture “@:) Design <7»| Pre-Built
i - f Common Service
Kick-Off Survey Reference Architecture Design Principles Integrations
Agile Methodology Front-End Components Design Governance DevOps Process &
Tooling
Jira Project Object & Data Model Design Patterns Customised Online
Training
Epics & User Stories Security & GDPR Coding Standards IT Support Portal
Phased Delivery Plan Identity & Roles Integration Patterns Reports & Dashboards

- AN N\ /




Our Rapid Delivery Framework

e Our lifecycle incorporates InfoSec, Data and GDS Assessment Assurance

Kick Off

Capture Project
Information

Work with Client on
Prioritisation

e Onboard teams
Establish
environments

‘é’
v ~
-

Discovery

Scoping & Phasing
Epic Definition
User Research
Prototype
Principles

Teom & Delivery
Planning
Strategies

o Security

o Data

o Environments
o DevOps

Sprinting

User Story Definition
Build Out Salesforce
Set Up Environments
Testing

User Testing

Data Prep & Cleansing
Service Transition Prep
Security Reviews
Integrations

Select Apps

Private Beta

Data Transition

Live users

User Feedback

Build out solution
Establish Live Service
Processes

User Support

Set-Up Roles and Users
Training

Rollout Planning
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Beta

Live users

User Feedback
Build out solution
Service Support
Training

Rollout

Live

Service Support
Service Enhancements
Benefits Tracking
Knowledge Transfer
Continuous
Improvement




What We Built
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Gov.uk web
Journeys
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Assisted Digital
Journeys

Contact Centre CRM &
Case Tracking
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Automated
Application

Verification &
Deduping
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Posted Documents

Local Authority
Payment Processing

Payment Processing
Organisation

Assisted Digital and Gov.uk journeys provide the some
accessible user experience and are built in
Salesforce

Applicants, Local Authorities, the Payment Processing
organisation and the Contact Centre work off the one
Salesforce instance
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GOV.uk Journeys

e Used Salesforce Front End components - WCAG Accessible

Do you have a bank or building society
account inyour name?

e 4 Journeys across GB and NI, along with Domestic and non-domestic

.

O ll C O nts We share bank account details with your council so we can check your identity
and make payments.

@ Yes O No

Describe where you live
Eligibility Select the option that describes your home best if you fit into more than one 1e?
category. What are your bank details?
Apply for energy bill support live:
Areyou getting | am not getting the discount Change ’ You must enter your personal bank nota
Tisis anewsenice - your feedback il help us o mproe . O .
dISCOUnt.S fromthe in arented property Name on the account
" : " Energy Bills
Pt SRR Support Scheme? O in a property owned by me or someone else in my household Test Account
O in a home that has a heat network communal or district heating
. Sort code
Where doyou live? p e
n a residential park home
(1) inarescently Lvoy needto upload proof of address Must be 6 digits long

O Englfid Scotisnd golalés o Please note that currently this scheme is only available for properties within Glasgow
ust upload a document with your name and address on it. 123456

O Northern Ireland
AbOUt you and your home u live in a care home
Account number

d an invoice for your care home fees from the past 3 months.

Must be between 6 and 8 digits long

Describe where you . . o
tshow:
live Application received —
ot name and address of the care home
0. exceptuner
otherwise stated e Address 72 GILBERT ROAD, , CAMBRIDGE, Reference number 1-OTH- . A )
CB4 3PD i Building society roll number (if you have one)
ther applicants
Are you registered for council tax at the 00001080 You can find it on your card, statement or passbook
. . an upload one of the following:
address you're applying for? ur main Yes
current UK driving licence (not a provisional driving licence)
We share this information with your council to check youive at this address. ity billfrom the past 3 months (cannot be a mobile phone billor credit
The person named on the council tax bill, or council tax exemption, should ne Bob Smith We have sent you a confirmation to the email address you provided. Make a note of the reference number f you did nof *t2(<me"" 8
apply. provide an email address. Kk statement from the past 3 months ontinue
. rent tenancy agreement
If no one in your household is registered, you will need to upload proof of birth 1/1/1952 it g tsiich asiaBillor ek
fress: Next steps incil tax exemption proof such as a billor letter
ned, dated letter with a letterhead from a boat mooring provider showing
@ Yes O No dress test@test.com We will assess your application and pass it to your council for further checks. r name, address and that you live permanently on a boat on a long-term
dential mooring
i Y il will make th tif lication i ful.
umber No phone number provided ‘our council will make the payment if your application is successfu Locument must be
The Department for Business, Energy and Industrial Strategy (BEIS) or your council should let you know the outcome |more than 3 MB
ame on No in 4 weeks. DF,
& . jpeg. .png or .doc format
your household's

council tax bill? T Upad a file

| Choose files Nofile chosen
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Local Authority Processing Portal

Department for
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& Industrial Strategy

Home Applications to Validate Applications for Payment

e Ability to Validate Applications, reject and approve
Payments

e Ability to view and manage cases ;

BUCHANANSTRE

EUCHANANSTRE

e View Dashboard Reports

Department for
Business, Energy

&Industrial Strategy

Home Aopications tovaldate Avictionstor Payment Feedbacks Disaussion

Department for
Business, Energy
& Industrial Strategy

Details  Files and Histor Local Authority Application Validation

.
SrUNTY10151

Home Applications to Validate Applications for Payment Feedback & Discussion

LA Applications for Payment v #

. Vv | Status v v | Address Lil v | Loc.. v
. ——— N =
LA Payme. %0 v
-0 RIES 220 BUCHANANSS. 90, v
° cee® 2/5U23 BUCHANAN GAL ANANS %0
'SU23 BUCHANAN GALLERIES 220 BUCHANANSS. 90, v
90, v
picate@ 20 v
s
% v

+ Local Authority Validation
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Contact Centre Portal

Q search o EHED X & 2 7 TR (D

Energy Schemes Home  Accounts v v Cases v Reports v Dashboards v  Files v ‘

. H . . e ]
° rocess Ications for assiste Igital over the Nt Comeomr i
New EBSS Applications v # e e
14 tems - Sorted by Case Number » Filered by All cases - Status, Case Record Type, Local Custodian Code » Updated a few seconds ago Search this it #-||B-jcj7]e|Y
p |’ ] O r ] e Case Number * v | Applicant Reference v/ | Created By... v/ | Status v | Date/Time Opened | Web Name © | Address tine 1 © | tocal cu... v | Local custodian Code... v
1 01015 1-TEN-00001015 hmay New 09/01/2023, 1115 Gary Craven WY WURRY STOKE HILL 3305 MENDIP v
2 00001016 1-TEN-00001016 hmay New 09/01/2023, 1124 Gary Craven WY WURRY STOKE HILL 3305 MENDIP v
3 00001017 1-TEN-00001017 hmay New 09/01/2023, 1128 Gary Craven CHERRYCROFT STOKE HILL 3305 MENDIP v
. . o . o
. P rov ' d e VO l I d Ot I O n Of O l l C Ot | O n S 4 00001030 1-TEN-00001030 dguthrie New 09/01/2023, 1231 Doug Test 62 GILBERT ROAD 505 CAMBRIDGE v
s 1-TEN-00001031 hmay New 09/01/2023, 1232 Gary Craven 1 STOKE HILL 3305 MENDIP v
6 00001035 1-TEN-00001035 hmay New 09/01/2023, 12:45 Gary Craven 1 STOKE HILL 3305 MENDIP -
7 00001059 1-TEN-00001059 hmay New 09/01/2023, 1404 Gary Craven CORNER COTTAGE STOKE HILL 3305 MENDIP v
M M 8 00001064 -TEN-00001064 hmay New 09/01/2023, 14550 Gary Craven ASHTON STOKE HILL 3305 MENDIP v
° pplication support an ee Qc T T :
10 7 1-TEN-00001071 hmay New 09/01/2023, 1556 Gary Craven Yellow House 3305 MENDIP v
TEN-00001073 hmay New 09/01/2023, 17:56 Gary Craven OAKSIDE 134 BLACKBOY LANE 3815 CHICHESTER v
2 1-TEN-00001074 hmay New 09/01/2023, 17:59 Gary Craven UNIT 1/4 151 GEORGE STREET 9067 CITY OF GLASGOW v
13 EN-00001079 guest New 09/01/2023, 2020 Doug Guthrie 68 GILBERT ROAD 505 CAMBRIDGE v
1 1-OTH-00001080 guest New 10/01/2023, 07:58 Bob Smith 72 GILBERT ROAD 505 CAMBRIDGE v
er: OO0 EEEED) |~
Energy Schemes ~ Home Accounts v  Contacts v Cases v  Reports v  Dashboards v Files v s
EBSS (v6) Top Up Apply Integration Demo EBBS (v5) Assistant Dashboard || 3 .
—_— EBSS Application Dashboard Pamit | Fit
alof the d applications to the E8S5 Al for
A o1 10 Jan 2023, 2133 Viewng as Sam Prlips
Where do you ||Ve7 Number of Draft Applications 3¢ | Number of Applications Today 2 | Number of Ineligible Applications Today % | Number of Eligible Applications Today ®
O England Scotland or Wales Nothing needs your attention right now. Check back later
catons v atons Toca Vew Repar (4 neiibla E855 Appicatons Toc
Northern Ireland
O Recent Records Number of Applications by LA (Last 7 days) % [ LAApplications by User Group (Last 7 Days) %
Cases by Origin and Open Status Loca Cutadian i
w o —— .
Continue T—— & NORTH NORTHAMPTONSHIRE 8 Gare Homes.
oug Sut CAMBRIDGE @ F{_ > Famers @
o CHICHESTER & Fixed Houseboats.
Today's Events Today's Tasks vesoe & & & & ParkHomes
v oo — & & K v i Hosticrta
Tonants
DatafTime Opened Local Custoian Cade Descrption pieg
(B85S Applcatons by LA (7 day Trend) View Repor (E8SS Appctions by LA 7 day Trend)
EBSS Applications by User Group (Trend) % | eigivle Appiications by Status ®
Ropicatons by User Group (Last T Days -
Looks ke you're free and clear the rest of the day Nothing due today. Be a go-getter, and check back soon. ) Applcant User Group Record Count: 47 e
! e T - Central Validation
View Calendar View Al x - LA vsidaion B
. Cars Homes == o
os0a0zs 10012023 i
DatefTime Openod Fed Tavlers -—
o Repor €855 A up rency o




The Other Asks A

 |dentify, procure and manage a 3rd party NCSC Check compliant Security
Consultancy for Security Testing

* Procure, distribute and manage Yubikey MFA tokens for Local Authorities and the
Contact Centre users

« Support the GDS Assessment and Critical Service reviews

- Service walkthrough and training overview documentation for Local Authorities and
the outsourced Contact Centre

« Provide DPIA & Information Security support for BEIS and the Local Authorities

« Local Authority and Contact Centre User Support




The BEIS Team Feedback

«  Very positive GDS Service Assessment - “Inspirational”

«  Shout out to DM for the volume of work they got through

« Successful delivery to private beta in very short timescales
+ Delivered LOADS in hardly any time

+  Managed to establish collaborative ways of working that
lead to o good understanding

+ DM team team were friendly and approachable even when |
asked for short notice things

«  Team worked really well together and supported each other

«  Component creation and reusability across schemes

7 e got
The LA calls Teams ability ,m,mg,‘,’ alot
are very to adapt to of functionality
helpful for new ways of in very fast
getting direct B time
workin
feedback 8
The private LAs seemed

beta LAs fully

engaged and

provided great
feedback

What went well?

What should we keep doing?
What should we celebrate?
Where did we make progress?

really engaged
with us even
when there

were difficulties

A3
™

Pen Testing
successful

The team
showed dive
and flexibility

despite
challenges

The team's
resilience
and can-do
attitude

Collaborating
including all

required parties

in decision
making

All energy

Teams abily to

1was able to
attend strictly

only
necessary
meetings
SaaS over Build
Build Completed

Rapid
design
iteration

Friendly and
welcoming
team to new
people

Effort that
everyone is
putting in to

get things
over the line

Having visuals
I flows really
helped when
talking to
stakeholders

Accessibility
updates

* *

* kK

Very positive Very good Accessibility
Chs S security review and
CIVICE  assessment  remediation
Assessment :
s onlyiTlow down to 2
G Cle ] ssue) issues
Shout out to
DM for the
volume of
work they got
jitas hout out to
through Imogen and Successful Team worked
delivery to really well
Jake for L
Joseph for el tha private beta together and
everything e s sl on very short supported each
he's done for i timescale other viell
the UR team
Team
5 Goodteam  Fabulous
working
atmosphere team
well
together
super
Great Team Work & le::ommq
Integration collaborative Collaboration 2" ["*PPY @
Completed effort from
Supporting
each other
Timaraund The LA process
X flows s very
of Tickets helpful for
understanding
the detail
The Gov Notify
component can
support all of
the schemes
Meditation
sessions
Component
creation
and re-
usabili
ty Incredibly fast
delivery
turnaround
Joe's team e since
check ins Re-usability Christmas
brought us all
back together Can do
<3 Attitude acrss
Taking a the team
pragmatic Looked for
approach has solutions
helped us
deliver
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EBSS .

We gott
first pilc

out of th
door

Joe
weel
rea
diffe
it

emb
col

Delivered

LOADS in

hardly any
time
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“ ,' Thank You

Andy Price

andy.price@digitalmodus.com




