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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.”
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Contribution to Council Plan Objectives

Our Council

* Improve the efficiency and effectiveness of our services by:-
* Providing digital access to services
e 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.
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Background

 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)

* |n partnership with GDS, develops and maintains Digital
Services Standards to help Councils to deliver

e Supports Councils through advice, events and peer-groups
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Why Digital?

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
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* 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
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Challenges

 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
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Our approach

* 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

?@)Counals and with Digital suppliers to achieve more
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Customer Engagement

e Consultation —to understand views and experiences
* Marketing and promotions - to raise awareness

* Digital Assistance —to help customers use online
services

* Continuous improvement
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Stockton Councill
Current Position
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Stockton Council Online

* 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
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Stockton Council Website

w.stockton.gov.uk/

Qo=

=> Home - Stockton Council
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STOCKTON
COUNCIL

ECONOMIC
REGENERATION
AND TRANSPORT

Q I'm looking for...

planning | jobs | council tax

=} Report it

Such as:

change of address, anti-social behaviour, missed
bin, broken street light, damaged road, path,
pothole or road sign

Top Tasks

ENVIRONMENT
AND HOUSING

school holidays

CHILDREN AND COMMUNITY
YOUNG PEOPLE SAFETY

licensing | recycling

=) Apply for it

Such as:

job vacancies, housing benefit, council tax, free
school meals, bulky waste collection, submit
planning application

My Stockton
=) L ogin or Register ﬁ

ADULT SERVICES STRONG
COMMUNITIES
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£ Pay forit

Such as:

pay a bill, pay your council tax, pay a parking fine

Council Tax Customer Services Change of address

Apply for a blue badge permit Garden Waste Collections 2018 Roadworks

Pay Council Tax Replacement Recycling Items Housing Benefit

Bin collection dates School admissions Bulky waste collections

Report a missed bin Apply for a job View more » v

15:59
- O J : a 4 @ 13/07/2018
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Do it Online — Most popular transactions

Pay a bill from
Stockton Council

of address

Benefits entitlement
calculator

Housing Benefit

Council Tax

Dog fouling

Faulty street light

Household waste and
recycling

\Waste and recycling
collection dates

Tell us about a change

:i Litter & street

'@, cleaning
n Bulky waste collection
L

5 ﬂ-_ Grass cutting, weeds,

hedges and trees

Animal Welfare

Damaged roads,
paths, potholes and
roadsigns

Small business rates
II ' Wrelief

Air pollution

= Damaged drains

mim Alley gates

* \Winter maintenance

and gritting

R Playground problems
T‘O‘ Food safety

Make a complaint,
send a compliment or
comment about
Stockton Council
services

& Public health nuisance

0023 2 GEY
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& Mi Ann -

> Stockton-on-Tees
)_)>> BOROUGH COUNCIL ™ Logors ﬁ

BACK TO HONEPADE
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LAR SERVICES i
Welcome A
i -' a

Bulky Waste Collection m Change of Address H

Dog Fouling H Noise JoB
H ~ ACCOUNT VACANCIES
MY SERVICE REQUESTS

TVOU2018 101005400929 - MISSED COLLECTION

OMOS/2014  VO100LA50NT0 - NOSSE COMPLAINT - GENERAL MY AREA

My

ONON20IS  II00LEONT - BLUE RAD FOR RECYCLING [ COMPLETID | [ =y
oo Catwtan R o
INOU201T 00511128 - DOG FOULING COMMLETED >N
‘ O I l 2400472817 191005124824 - DOG FOULING ;ﬂ-" \ ; o
DWOI2908  191096SLE1T - EMPTY PUBLIC BIN | commETED )

o3 pa g pae - s prrpes

HOLIDAYS 2018 HOME ROADWORKS

ORITTING

HALF-TERM
12 February 2018 to 16 February 2018 Inclusive
30 - EASTER HOLIDAYS s v
= 30 March 2018 to 13 April 2018 Inclusive O CUSTOMER SERVICES Mot Wby
ve +
07 BANK HOLIDAY O LocaL LisraRES =
o 07 May 2018 O SCHO0LS o
Map feta 02010 Guogie  Tema of Use

MY WASTE COLLECTION DAYS

Yous are part of 3 BLUE week collecton

GARDEN RECYCLING WASTE
o ® Ml Christopher Barl Lavriae P Paul West
'}E DEPENDING ON YOUR THURSDAY THURSDAY risiopher pvanow auriane rovay au eston
= mfgg‘fﬂwmu 27 APRIL 2017 7 APRIL 2007
Stockton-on-Tees sm'#% 5%
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Digital Transaction
Video
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My Stockton take up

14000

Total My Stockton Accounts

12000

10000

8000
6000
4000
2000

0

Number of Registered Users

Jun- | Jul- | Aug- | Sep- | Oct- | Nov- | Dec- | Jan- | Feb- | Mar- | Apr- | May- | Jun-
17 |17 | 17 | 17 | 17 |17 | 17 | 18 | 18 [ 18 | 18 | 18 | 18
Taxation | 7565 | 7752 | 8036 | 8488 | 8811 |9170| 9132|9661 1007110570{111721140511674
onth

>
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Stockton Council Facebook
O b

vw.facebook.com/stocktoncounci

n Stockton-on-Tees Borough ...

Stockton-on-Tees Borough Council | Lorraine Home  Find Friends

>>
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Stockton-on-Tees
Borough Council
@stocktoncouncil

Home
About 1l Liked ~ N\ Following ~ # Share
Photos
Videos Photos Public & government service
Events
Community See all
Posts
. 2L Invite your friends to like this Page
Community
ifls 10,320 people like this
Info and ads
=\ 10,439 people follow this
Create a Page 4% Paul Dobson and 4 other friends like this

SOEHIPI

About See All
R, 01642 393939

@ www.stockton.gov.uk

[53 Public & government service

Suggest Edits

m Mg o D 5 E @ )
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Stockton Council Twitter

= X
e ’ https://twitter.com/stocktoncouncil ,O 6 ﬁ Twitter, Inc. [US] O =

9P Stockton Council (@stockto...

’ Home 9 Moments Search Twitter (8] Have an account? Log in~

i B AR A5 B AR ) )

8

Stockton-on-Tees '“

YOROUGH COUNCIL Tweets Following Followers Likes m
26.7K 830 15.1K 4,674

. Tweets Tweets & replies Media 3 2
Stockton Council @ P New to Twitter?

@stocktoncouncil Stockton Council @ @stocktoncouncil - 1h o Sign up now to get your own
B> A o
Cratkon o o RRillinaharm Stockion) sesenoness  WATCH: @RKilty1 talks to students at @northfieldssc this morning before their personalised timeline!

RortoraThomaby.Incleby Barwick Yarm Race for Life. Richard talked about keeping fit, getting inspired, and entering the
& surro’unding a:,(;ange);)rovide vital @Simplyhealth Great Tees 10k in September. More information here:
services that keep the borough ticking! Stocktongavk/TaeE1 DkIgEat Run

®© Stockton-on-Tees, UK

You may also like . refresh
& stockton.gov.uk

Joined May 2009

&

MiddlesbroughCouncil @
@MbroCouncil
Redcar & Cleveland @

= BB \ S 16:13
= 2 @ = zZ2 @ P 11/07/;018 T
3/017}
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Customer Services
Contact Analysis
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All Contacts by Channel 2017 - 18
Total Contacts = 400,245

12,516

M Telephony
M Face to Face
M E-mail

M Self Serve

257,161
64.3%

>
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All Contacts by Service 2017 - 18
Total Contacts = 400,245

m Revenues (All Channels)
m Benefits (All Channels)
m CFYA (All Channels)
Housing (All Channels)
B All Others (All Channels)

>
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Breakdown of Other Services Total Contacts = 134,871 (Breakdown of purple segment)

’Cmatﬁome,o.o —
‘ 'J Icmldren&Auuns 49%] ‘Co it Traipor

Jradlng standards, 0. nsJ Rmvch&l 1”‘

e ——

- B Back on Track
‘o::upwons Health, 0.2% =

— Payments, 0.7% |
S

‘ - — N — HBus Pass
Lsrest Lighting 0.5% L _ |Private Sector Mousing. 0.3% | g Addrads

| Schaols, 3.2%
—— B Environmental Health

1
‘Walm‘!(oms Healthy People 0. 1% i BLicencing

| Wetare Rights, 0.1% |

{Planning, 2.1% g

B parking & Blue Badge

)p’k‘"s & Blue Badge, 6.5% ,‘.. = Bplanning

W Schools

M Street Lighting

Ll:mclng, 2.8% r

B Occupational Health

¥ Recycling

.Enwronmental Menl!h 1 B% r’ . Trading Standards

————————— W Care at Home
|Change of Address, 1.9% §

® Children & Adults
B Community Transport

e —

®Eorms Helpline
‘Bus Pass 4. l%'
S N e e

® i earning & Skills

——— / B Payments

| Back on Trar.k, 13%
RS e St W pPrivate Sector Housing

B'\Welfare Rights

“Warm Homes Healthy People

>
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Stockton Customer Contacts by Channel April 2015 - March 2018

2016/17
2015/16
0 50,000 100,000 150,000 200,000 250,000 300,000 350,000 400,000 450,000
2015/16 2016/17 2017-18
H Telephone 237,115 243,942 257,161
M Face to Face 113,966 115,172 89,727
H E-Mail 22,282 24,344 40,841
m Self-Serve 5,129 6,591 12,516
B Telephone M FacetoFace ME-Mail mSelf-Serve
>
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Customer Consultation
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My Stockton Survey — January 2018

* 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
e 228 respondents
 Feedback generally positive

* |deas for improvement

Customer Satisfaction

* Regular feedback via surveys, telephone and customer
comments, achieving 93% satisfaction rating for 2017/18
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My Stockton use — January 18

My Stockton Survey

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

Survey Responses 228

Question responses: 196 (85.96%)

% otal? %Answerl Countf
1 Ithavedogged@liEnyBervice@equestsEhrough Myl 50.00%0 58.16%0 1140
Stockton”
B thaveloggedEnyBervice@equests@ither®hrough 9.21%0 10.71%0 21R
“MyBtockton”ribyelephonel
1 IthavedoggedimyBervice@equestsitherhroughl 11.84%0 13.78%0 270
“MyBtockton”BribyRallingnto@Eustomer
Contactentre@
W havemised?MyBtockton; Brielephone, Brtalledd  14.91%2 17.35%0 341
into@E ustomerTontractentre@olognyBervicel
requests
2 Nolesponsel 14.04%0 - 32(
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Digital Customer Services

Delivery Plan 2018
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Key Priorities - Customer

e Understand customer needs and
preferences

* Customer focused service design

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

* Ongoing customer consultation
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Key Priorities — Digital capability

* 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
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M i —— S — L™

service effectiveness local democracy




Any Questions
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