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Salford City Council: Supporting Growth
with Exceptional City Services
Nearly 220,000 people call the City of Salford home. And like citizens everywhere,
these residents of northern England look to local government for many of the public
services they depend on. Protecting and serving this community is the mission of
Salford City Council. Helping to protect the council’s business systems is the
mission of SAP® Enterprise Support services.
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Executive overview
Organization
Salford City Council
Location
Salford, United Kingdom
Industry
Public sector
Products and Services
Local government
Employees
10,000
Budget
£220 million
Web Site
www.salford.gov.uk

Business Transformation

Top Benefits Achieved

The company’s top objectives
•• Deliver high-quality, reliable public service to the citizens of the City of
Salford while ensuring business continuity for the government’s missioncritical systems
•• Enable city growth in spite of budget constraints
•• Improve in-house support and maximize value of investment in SAP® software

Faster resolution to a
critical system issue

The resolution
•• Round-the-clock expertise from SAP
•• Proactive use of SAP Enterprise Support services
•• Incorporation of SAP support and methodology in planning future projects
The key benefits
•• Faster rollouts for new projects
•• Significantly reduced downtime and performance issues
•• Development of Salford’s in-house support expertise to deliver better services
with limited investment
Read more

60%

100%

Cost savings due to
in-house support

32,000

Public benefit payments
managed on time
See more metrics

“All our projects are connected by a golden thread to our key public
service objectives. SAP Enterprise Support helps Salford City Council
focus on running better for our citizens.”
Karen Smith, Principal ICT Consultant, Salford City Council
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Serving the needs of a
transformational city
For several years, Salford City Council has used the
SAP® ERP application to run a number of its missioncritical business systems – such as finance, payroll,
materials management, and personnel development.
Now, in a time when governments can’t afford to
waste a single pound of public budget, the council
is also using SAP Enterprise Support services to
help ensure the continuity of its business systems
and to maximize the value of its investment in SAP
software.

The City of Salford is a city on the move. Located
near Manchester in northern England, Salford has a
growing population and economy. Take the MediaCity
UK development project, for example. This 200-acre
building complex in the city’s historic Salford Quays
section is now home to a number of departments of
the BBC, including BBC Children’s and Sport, as well
as to parts of the University of Salford. It is also set
to become home to ITV Granada.
Serving the needs of this community of nearly
220,000 is the mission of Salford City Council.
The council carries out this mission with scores
of programs from administering housing benefits
and daycare to providing waste collection and online
council services. But these days, ensuring high-quality
public services can be a challenge for any local
government. With budget constraints a harsh reality
the world over, local governments must often find
new ways to maintain their vital operations with far
less revenue.

220,000
Citizens served by
10,000 city employees
(including teachers)
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Taking a proactive approach to
system support
“In the past, we used SAP Enterprise Support mostly
in reactive mode,” notes Karen Smith, principal ICT
consultant at Salford City Council. “But with mounting
budget cuts, we have to scrutinize every penny we
spend.” The council’s expanded use of SAP Enterprise
Support started with a report that identified several
ways Salford could realize additional value from its
support strategy. Then detailed discussions with an
SAP advisor examined specific benefits and available
services.

a significant issue in a mission-critical production
system. “SAP’s expertise and advice was invaluable,”
Smith recalls. “We had constant support around
the clock.” SAP experts guided the Salford support
team through the recovery process and helped
ensure proper restoration of important data. Smith
estimates that handling the situation on their own
would have required “days and days” of additional
effort. And as Smith points out, the stakes were high.
An extensive system outage could have disrupted
payroll processing for 10,000 city employees and
the delivery of 32,000 monthly benefit payments to
Salford residents.

Today, Salford takes a more proactive approach to
protecting its business systems. Services such as
continuous quality checks, for example, provide
improved visibility throughout a project lifecycle and
help maintain continuity of critical programs. And if
problems do arise, Salford can turn to SAP for fast
support. In fact, Salford was recently confronted with

“SAP Enterprise Support goes well beyond basic support. It helps us
maintain system stability and business continuity, while supporting
lower total cost of ownership.”
Karen Smith, Principal ICT Consultant, Salford City Council
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Maintaining a golden thread in the
public sector
use of city assets: property, technology, and people.
The improved efficiency also means greater staff
availability for direct service to the citizens. This is
important at Salford – where all projects are expected
to be connected by a golden thread to one of the
council’s specific public service objectives. Salford
City Council receives high marks from independent
auditors for its achievements in areas such as improving safety, education, and economic prosperity.

Salford has relied on in-house resources to support its
business systems since 2007, and the team uses SAP
methodology to streamline transactions, automate
processes, and drive standardization. For example,
the city documents all its SAP project information in
the SAP Solution Manager application management
solution.
In total, the SAP software enables better control and
use of Salford’s data – providing the insight necessary
to maintain financial accountability and make full
Key benefits

60%

Faster resolution to a critical
system issue

100%

Cost savings due to
in-house support
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32,000

Public benefit payments
managed on time

Salford City Council
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Resolution

Business transformation

Future plans

Planning for
growing success
As a visit to the city’s dynamic waterfront makes
clear, Salford is a city that is still changing every day.
And Salford City Council is prepared for a future of
continued growth.
“Moving forward, SAP Enterprise Support will enable
us look at our entire SAP landscape as we plan our
upgrades,” Smith explains. “It really helps us identify
areas for improvement.” Even greater use of SAP
Enterprise Support services is on tap. In specific,
Salford intends to take advantage of the SAP Enterprise Support Academy program and expert-guided
implementation sessions as it considers an implementation of additional SAP solutions.
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Protecting the value of current investments will
continue to play a critical role at Salford City Council.
Meanwhile, the council can direct available budget
where it is most needed – such as delivering timely
housing benefits and continuing to provide front-line
services
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