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“Our ambition is to provide customers with the opportunity to 

access a range of  Council services anytime anywhere through the 

delivery of high quality digital services”.

We’re on with it.”



Our Council
• Improve the efficiency and effectiveness of our services by:-

• Providing digital access to services

• Using existing and new technologies to work differently

• Ensuring that our digital policies and procedures are efficient and 
productive

• Ensuring our technology infrastructure is fit for purpose for a modern 
organisation

• Deliver effective communication

• Continuous improvement of the Council’s website, including the 
development of digital and social media channels.

Contribution to Council Plan Objectives



• Government Digital Services (GDS)

• Government Digital Strategy 

• Sets the national context for central and local government 
and implements central government digital programmes

• LocalGov Digital (LGD)

• In partnership with GDS, develops and maintains Digital 
Services Standards to help Councils to deliver

• Supports Councils through advice, events and peer-groups

Background



• Rapid increase in digital 
technologies and services in 
recent years

• Increasing number of 
customers expect to carry out 
business online, anytime and 
anywhere

• High cost of providing services 
face to face and by telephone 
is challenging in the face of 
public spending cuts

Why Digital?



• Increasing digital provision improves customer 
service by offering access to services 24 hours per 
day 7 days per week

• The use of digital tools and approaches enables the 
Council to deliver services more efficiently

• By providing those customers willing and able to self 
serve with the means to do so, the Council can focus 
resources on those in greatest need

Opportunities



• The wide and varied range of Council services 

• The availability and cost of digital solutions

• Integration between systems 

• Digital skills in the workforce and supplier partners

• Marketing and promotions

• Changing customer habits

• Digital exclusion 

Challenges



• Ensure that a positive experience for the Customer is 
at the heart of solutions

• Recognise that digital is not always the most 
appropriate method for service delivery

• Understand customer needs and digital capability to 
ensure that services meet the needs of all customers, 
including those for whom digital services are difficult 
to access

• Work in partnership across the Council, with other 
Councils and with Digital suppliers to achieve more

Our approach



• Consultation – to understand views and experiences

• Marketing and promotions - to raise awareness 

• Digital Assistance – to help customers use online 
services

• Continuous improvement 

Customer Engagement



Stockton Council

Current Position



• Website and online services developed over 
several years

• Information, advice and guidance

• Common transactions on line 

• Accessed through desktop and mobile devices

• Social media

• My Stockton (personalised customer portal)

• Do it online campaign

Stockton Council Online



Stockton Council Website



Do it Online – Most popular transactions

 

Pay a bill from 

Stockton Council 

 

Tell us about a change 

of address 

 

Benefits entitlement 

calculator  

 

Housing Benefit 

 

Council Tax 

 

Dog fouling 

 

Faulty street light  

 

Household waste and 

recycling 

 

Waste and recycling 

collection dates  

 

Litter & street 

cleaning 

 

Bulky waste collection  

 

Grass cutting, weeds, 

hedges and trees  

 

Animal Welfare  

 

Damaged roads, 

paths, potholes and 

roadsigns 

 

Small business rates 

relief  

 

Air pollution 

 

Damaged drains  

 

Public health nuisance 

 

Alley gates  

 

Noise 

 

Health and safety 

 

Winter maintenance 

and gritting 

 

Playground problems  

 

Food safety  

 

Make a complaint, 

send a compliment or 

comment about 

Stockton Council 

services  

 



My 

Stockton 



Digital Transaction 

Video





My Stockton take up



Stockton Council Facebook



Stockton Council Twitter



Customer Services

Contact Analysis











Customer Consultation



• Used to understand customer experiences of My Stockton, 
when, why and how often they choose to use it and how it can 
be improved

• 26 questions

• 228 respondents

• Feedback generally positive

• Ideas for improvement

• Regular feedback via surveys, telephone and customer 
comments, achieving 93% satisfaction rating for 2017/18

My Stockton Survey – January 2018

Customer Satisfaction



My Stockton use – January 18

My Stockton Survey  

Survey Responses 228 

Question responses: 196 (85.96%)	

Since registering with 'My Stockton' please let us know how you have accessed our services	

	 	 	 	 	 	 	 	

	 	 	 %	Total	 %	Answer	 Count	

	 I	have	logged	all	my	service	requests	through	“My	

Stockton”	

50.00%	 58.16%	 114	

	 I	have	logged	my	service	requests	either	through	

“My	Stockton”	or	by	telephone	

9.21%	 10.71%	 21	

	 I	have	logged	my	service	requests	either	through	

“My	Stockton”	or	by	calling	into	a	Customer	

Contact	Centre		

11.84%	 13.78%	 27	

	 I	have	used	‘My	Stockton;,	or	telephone,	or	called	

into	a	Customer	Contract	Centre	to	log	my	service	

requests	

14.91%	 17.35%	 34	

	 No	response	 14.04%	 -	 32	



Digital Customer Services

Delivery Plan  2018



• Understand customer needs and 
preferences

• Customer focused service design

• Improve customer confidence in digital 
technologies through advice, guidance 
and digital assistance

• Ongoing customer consultation

Key Priorities - Customer



• Improve existing online services to take 
advantage of new technologies

• Develop new online services in line with 
Customer preferences and Council priorities for 
improved efficiency and effectiveness

• Develop workforce digital skills and capability

• Marketing and promotion

Key Priorities – Digital capability 



customer experience boosting the borough

service effectiveness local democracy

Digital Opportunities



Any Questions


