
A full set of key, prioritised recommendations were 
reported and presented to the council. The 20+ 
recommendations included:

advisory

Case Study | London Borough of
Wandsworth

The London Borough of Wandsworth has been using 
Frameworki, a Case Management System (CMS) for 
Children’s Services, since the mid-to-late 2000s. They 
moved from Frameworki to Servelec Mosaic in July 2017. 
The day-to-day and systems management of the system 
sits with the corporate IT team.

They asked Socitm Advisory to assess and review the 
performance between the different sites of their Mosaic 
social care solution due to performance issues such as 
system outages that created significant operational service 
issues. Furthermore, there were concerns that the current 
contractual framework did not meet the needs of the 
council in terms of issue resolution and service restoration. 

Socitm Advisory were tasked to:

The Challenge

The Outcome

Review of Mosaic Social Care Solution with
a Focus on Operational Performance

Assurance

Review the current Mosaic performance and identify 
it’s weakness relative to other users and other systems

Establish the reasons for the differences in 
performance between different sites

Explore whether the fact that Wandsworth is the only 
council (nationally) running Mosaic on SQL platform 
rather than Oracle is a factor on the performance 
issues

Identify options to strengthen resilience

Identify the options (and pros and cons) for the 
Council to take over the hosting from the current 
arrangements

Identify any corporate IT infrastructure issues and if 
they are having an impact on the performance of the 
Mosaic system

Review the Mosaic contract - especially provision 
relating to performance - and how effective these are

Look at the current contract management 
arrangements to establish how effective these are and 
where there may be room for improvement

Establish whether the current service business 
continuity arrangements are effective enough to deal 
with potential system outages

The Approach

A series of workshops were carried out involving key 
representatives from the teams who provided an “as-is” 
view of the way they use and support Mosaic on a day-to-
day basis and to identify the issues they are experiencing. 
This report has categorised these issues into the following 
four areas:

Mosaic Application Functionality and Configuration

Servelec Contract

Mosaic System Performance and Support

Procurement and Legal

Following a completion of the issue analysis stage, 
consideration was given to establish potential remedial 
action and solutions. This included consultation with other 
Local Authorities to obtain and understanding and view 
of Servelec and the Mosaic technology they have been 
provided, its performance and the way the operational 
staff use the technology.

The findings were fully analysed and available options 
developed. The benefits, costs, and risks of each option 
were considered and recommendations made.

Produce a Mosaic System Support Resource Model 
using a RACI approach

Resolve all current Mosaic performance issues and 
encourage Servelec to proactively utilise system 
monitoring tools


