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[bookmark: _Toc213761412]1.0	Context
Carmarthenshire County Council (CCC) is committed to digital transformation to modernise service delivery, as outlined in its Digital Transformation Strategy 2024-2027. CCC aims to achieve modernisation by developing and enhancing digital services to improve efficiency and accessibility through technological innovation (Carmarthenshire County Council, 2024).
In response, the Digital Solutions team has redeveloped the existing Expression of Interest (EOI) legacy process, used to log potential work within the digital department. The new procedure was built using Microsoft Power Platform, enabling workflow automation, optimising the EOI request process, and reducing data entry errors linked to the former system.
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Figure 1: Flowchart providing an overview of the Power Platform EOI process.


[bookmark: _Toc213761413]2.0	Justification
The legacy EOI process was created using Granicus, a third-party platform that CCC has used for years to design forms. Over 100 forms are published within CCC, supporting services from bus pass registration to Display Screen Equipment self-assessments. However, the system has become unreliable and inefficient. In the past year, nine outages were reported on Microsoft Teams, with many also reported on Granicus, disrupting associated services. These challenges prompted CCC to explore Power Platform as a potential replacement.
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Figure 2: Granicus suffers from being unreliable, which causes issues with service delivery (Granicus, 2025).

The benefits of Power Platform are evident from numerous success stories published by Microsoft. Organisations ranging from those with fewer than 300 employees to those with over 50,000 have achieved significant gains (Bhangar, 2024). For example, John Cockerill uses Power Platform within backend systems, saving approximately £150,000 annually by eliminating manual data input, reducing errors, and preventing missed deadlines (Microsoft, 2024). This demonstrates that, when implemented correctly, Power Platform can deliver positive returns aligned with CCC’s strategy of enhancing efficiency and modernising service delivery.


[bookmark: _Toc213761414]3.0	Outlined Intention
The research aims to evaluate the EOI process developed within Power Platform. A mixed-methods approach will be used to ensure a comprehensive perspective while mitigating the weaknesses of singular methods (Wu et al., 2019).
Quantitative data will involve conducting digital surveys, as well as the collection and analysis of computer-generated log files. Qualitative data will be collected through semi-structured interviews with a selection of digital staff. This approach enhances credibility and mitigates potential conflicts between research methods (Malina, Nørreklit and Selto, 2011).
The study will assess whether the process streamlines workflows, improves staff time management, and reduces manual data entry. Moreover, the findings should help assess whether Power Platform can serve as a viable replacement for Granicus and identify any additional enhancements to the existing process for improved operational efficiency.

4.0 [bookmark: _Toc213761415]	Expected Learning Outcomes
· Critically evaluate the extent to which Power Platform modernises the delivery of services within the council through improved operational efficiency.
· Assess the viability of using Power Platform to develop processes versus the legacy Granicus systems.
· Identify limitations and areas for improvement in implementing Power Platform to support CCC’s digital services.
· Develop evidence-based recommendations and provide a basis for iterative development and continuous improvement for the new EOI process.


[bookmark: _Toc213761416]5.0	Ethics and Insider Research
The proposed project will occur within the Digital department at CCC and involve insider research. Definitions of insider research tend to be vague, though it commonly refers to researchers sharing similar attributes with their participants and being part of a group they both belong to (Bukamal, 2022). Therefore, it is essential to consider the ethical considerations associated with this type of research. Positionality is particularly relevant in insider research as it can influence the narratives of the research (Greene, 2014).
Before research begins, participants will be informed about its purpose, their role, data handling, and their right to withdraw. Data will be securely stored and anonymised in compliance with General Data Protection Regulations (GDPR). CCC’s Information Security Policy will also be followed to ensure appropriate safeguards are used to protect data files. Extra care will be taken to report findings objectively and without bias.
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This incident has been resolved.

This incident has been resolved.

This incident has been resolved.

Granicus Engineering teams have identified and resolved the issue impacting govService UK. We
apologize for any inconvenience this service issue may have caused and thank you for your patience. If
you have any further questions or would like more information about this resolved issue, please contact us
at Support.Granicus.com. Thank you, Granicus Customer Support




