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Appendices Attached:  Appendix A – Customer Access Strategy 
 
 
1. Reason for the Report  
 

1.1 The purpose of the report is to present to the Cabinet for consideration 
the Customer Access Strategy attached at Appendix A. 

 
2. Recommendations 
 

2.1 That the Cabinet approves the proposed Customer Access Strategy. 
 
3. Executive Summary 
 

3.1 In December 2014 the Cabinet approved the Customer Focus Strategy 
which set out the principles for delivering and developing customer 
services over the next three years, linking to the vision set by Council 
members. The Strategy made reference to the significant changes in 
the way customers wish to access services and a move to more self 
serve and digital ways of working (‘channel shift’). 

 
3.2 Through the service review process, channel shift was an emerging 

theme in all areas of service as an essential change the Council must 
adopt in order to deliver the efficiencies identified in the Efficiency and 
Rationalisation Strategy, as well as making sure the Council develops 
fit for the future services and systems to meet changing customer 
demand. 

  

TITLE: Customer Access Strategy 
 
PORTFOLIO HOLDER: Cllr Councillor Tony Hall – Portfolio Holder 

for Customer Services 
  
CONTACT OFFICER: Roger Burnett – Interim Head of Customer 

Services 
   
WARDS INVOLVED:  Non-Specific 



 9.2.2 

3.3 The Customer Access Strategy builds on the previously agreed 
principles and sets out the rationale, transaction information, research, 
evidence and proposals to move the Council forward with the channel 
shift agenda. It also outlines the key demographics of our customer 
base to support the planned activity. 

 
4. How this Report Links to Corporate Priorities  
 
 The Council’s Corporate Plan identifies the Channel Access and Channel 

Shift agenda as a core priority to: “Ensure our services are easily available to 
all our residents in the appropriate channels and provided ‘right first time’ ”. 

 
5. Options and Analysis 
 
 The Strategy details the analysis undertaken to support the proposed actions 

detailed at paragraph 7.6 below.  Options for the implementation of these 
actions will be reported subsequently to members for their consideration. 
 

6. Implications 
 

6.1 Community Safety - (Crime and Disorder Act 1998) 
 
None. 
 

6.2 Workforce 
 
None directly associated with this report. There will a number of 
implications as the Strategy and systems are implemented, including 
contact centre staffing levels. 
 

6.3 Equality and Diversity/Equality Impact Assessment 
 
This report has been prepared in accordance with the Council's 
Equality and Diversity policies. 
 

6.4 Financial Considerations 
 
There are substantial financial considerations contained throughout 
the report and Strategy. 
 

6.5 Legal 
 
None. 
 

16.6 Sustainability 
 
None. 
 

6.7 External Consultation 
 



 9.2.3 

The Council’s budget plans, which support the development of a 
Customer Access Strategy, are the subject of an annual public 
consultation exercise. 

6.8   Risk A Risk Assessment 
 
A full risk analysis of each resulting project and system 
implementation will be carried out at business case stage. 
 
 

 
Mark Trillo 

Executive Director (People) 
 
Web Links and 
Background Papers 

Location Contact details 

Various background working papers Moorlands House  

 
7. Background & Introduction 
 

7.1 In December 2014 the Cabinet approved the Customer Focus Strategy 
which set out the principles for delivering and developing customer 
services over the next three years, linking to the vision set by Council 
members. The Strategy made reference to the significant changes in 
the way customers wish to access services and a move to more self 
serve and digital ways of working (‘channel shift’). 

 
7.2 Through the service review process, channel shift was an emerging 

theme in all areas of service as an essential change the Council must 
adopt in order to deliver the efficiencies identified in the Efficiency and 
Rationalisation Strategy, as well as making sure the Council develops 
fit for the future services and systems to meet changing customer 
demand. 
 

7.3 Residents want to access the Council’s services quickly and efficiently 
from different locations, using an increasing number of different 
devices. We want local people to feel valued by the Council, trust us 
and have excellent customer experiences in their dealings with us, 
whatever medium they choose. 

 
7.4 A number of existing business processes, along with outdated 

technological infrastructure, do not always allow us to deliver services 
in the most efficient way. The operating model proposed in the 
Customer Access Strategy, if implemented, would allow us to operate 
in an agile way, with customers at the forefront of everything we do. 
 
This Strategy is a direct continuation of the aims and visions set out in 
the Alliance Customer Focus Strategies, and underpins the visions and 
values set out at that time.  
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7.5 The Strategy confirms that there are two key areas that need to be 
looked at as a priority: 
 
(a) Channel improvements – Maximising the efficiency of all 

channels through user-centred design to ensure that both 
customer and business needs are considered.  

 
(b) Process improvements – Delivering business processes for the 

digital age, supported by appropriate, proactive marketing and 
engagement with staff and customers. 

 
The Strategy sets out key facts about the way customers currently 
contact us, with comprehensive transaction information provided in 
section 3. 

 
7.6 The Council recognises that we need, and want, to do more by 

changing the way we deliver services to improve outcomes for 
customers, local people and businesses. We want to improve access to 
services, get it right first time for our customers and meet individual 
needs. Research has been carried out to identify our key issues, 
priority transactions and customer demographic. 

 
7.7  The key issues about the current systems and processes are as 

follows: 
  

• No single view of the customer – CRM (Contact Management) is 
only used to record telephone and face to face enquiries. This 
often means that customers contacting the Council may have to 
provide the same information to different service areas more 
than once. 

 
• The existing contact management system is outdated with poor 

integration capacity. Additional back office workload is created 
as a result of limited intelligent form integration. 

 
• Self serve is not currently the method of choice for our 

customers. Many local authorities have designed interactive 
citizens’ portals to allow customers to find information relating to 
all of their Council interactions.  

 
• The Alliance websites are not responsive, and subsequently 

difficult to view on a mobile device. This may explain the low 
number of customers that actually ‘transact’ with us online. 

 
• Some customer contact is ‘avoidable’ and services need to be 

redesigned so that unnecessary, valueless contact, which is 
both frustrating for the customer and inefficient for the Council, is 
eliminated. Around 7% of contact was deemed avoidable in 
2014/15 

 



 9.2.5 

• Many business processes do not deliver for the digital age, and 
have been in place for a number of years. 

 
• Existing technology does not support the principles and 

objectives of our Customer Focus Strategies. There are no 
automated workflows in place and no way of service requests 
reaching operatives on site without the need for human 
intervention. 

 
7.8 The Strategy details the top 30 transactions dealt with by the Council 

and identifies a number of actions that should be dealt with as priorities 
to address these areas and improve customer access.  Revenues and 
Benefits enquiries (excluding payments and responses to recovery 
action) make up approximately 30% of the top 30 customer demands. 
This predominately consists of changes to people’s circumstances, 
including moving house and finding work.  
 

7.9 Based on the existing top 30 transactions, current challenges and UK 
and neighbourhood statistics, the following actions are proposed. Each 
action directly relates to a corresponding transaction identified in Table 
4.3.1 of the Strategy. 
 
a) Eliminate paper claim forms for Housing Benefit and Council Tax 

Reduction by April 2016. 
 

Introduce an e-claim form, to be hosted on external websites. 
Claimants who do not have internet access would have the 
option to apply over the telephone, at any Council building via 
self serve PCs, or via partner organisations such as the Citizens 
Advice Bureau. The Alliance would see an immediate reduction 
in outgoing benefits mail if this solution were to be implemented. 

 
b) Introduce Risk Based Verification (RBV) to online benefit claims 

by April 2016. 
 

RBV assigns a risk rating to each Housing Benefit / Council Tax 
Reduction claim which determines the level of verification 
required. It allows more intense verification activity to be 
targeted at those claims which are deemed to be at highest risk 
of involving fraud and / or error. It is practiced on aspects of 
claims in Jobcentre Plus and The Pension, Disability and Carers 
Service (PDCS). In April 2012 DWP extended RBV on a 
voluntary basis to all local authorities. 

 
c) Introduce three new independent websites to replace the current 

Hydrant sites by August 2016 (one each for High Peak Borough 
Council, Staffordshire Moorlands District Council and Pavilion 
Gardens). 
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The design and navigational structure of the current sites do not 
support the Socitm (Society of Information Technology 
Managers UK) principles. Development costs are high, and the 
architecture of the site(s) is rigid and inflexible. Neither site is 
designed in a responsive way, making them difficult to view on 
mobiles. Being able to access our services on the move is 
essential for the future of the Alliance. 

 
d) Implement a ‘Citizens’ portal’ to allow customers to self serve by 

August 2016. 
 

A self serve portal would allow customers to view account 
balances, a history of their transactions with the Council, report 
problems, and request services through one secure, 
authenticated channel. The portal would link to a full suite of new 
online forms, which would replace the current CRM and e-forms 
solution. 

 
7.10 Running parallel to the proposed ‘Channel Shift Programme’, priority 

services will be reviewed. It is vital to ensure that procedures and 
processes are fit for the digital age that we are aspiring to work within. 
Service delivery should be  customer focussed, streamlined, cost 
effective and continuously improved. 
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1. Purpose 

To reshape the way in which customers access services, offering digital channels where this 

is preferred by, and acceptable to, our customers. To enable customers to carry out their 

business with us at a time and a place of their choosing. 

The scope of this Strategy will cover all core access channels such as telephone, web and 

face to face. 

2. Reasons 

Our residents want to access our services quickly and efficiently from different locations, 

using an increasing number of different devices. We want local people to feel valued by their 

Council, trust us and have excellent customer experiences in their dealings with us, whatever 

medium they choose. 

A number of existing business processes, along with outdated technological infrastructure do 

not always allow us to deliver services in the most efficient way. The operating model 

proposed in this Strategy, if implemented, would allow us to operate in an agile and resilient 

way, with customers at the forefront of everything we do. 

This Strategy is a direct continuation of the aims and visions set out in the Alliance Customer 

Focus Strategies, and underpins the visions and values set out at that time.  

There are two key areas that need to be looked at as a priority: 

(a) Channel improvements – Maximising the efficiency of all channels through user-

centred design to ensure that both customer and business needs are considered.  

 

(b) Process improvements – Delivering business processes for the digital age, 

supported by appropriate, proactive marketing and engagement with staff and 

customers. 
 

3. Customer access today 

 

3.1 Telephone 

KEY FACTS 
 

• The Alliance receives an estimated 227,509 telephone calls into the contact centre per 
year. Last year High Peak received 137,524 calls and Staffordshire Moorlands 89,985. 
 

• With the exception of Planning and Building Control, there are no ‘specialist’ advisors to 
answer specific queries. All calls go to all agents, and they try to deal with enquiries at the 
first point of contact. If advisors are unable to do so, they will use the Customer 
Relationship Manager (CRM) to send a service request via e-mail to ask a member of 
staff to contact the customer. The usual target response time is 3 working days. 
 

• The contact centre operates between 8am and 6pm Monday to Friday. 
 

• HPBC advertises 8 different telephone numbers, all of which come through to the contact 
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centre. The highest percentage of calls come through on the main ‘public calls’ (general 
enquiries) line (45%) followed by the Revenues and Benefits line (23%) and the Housing 
line (17%). 
 

• SMDC advertise 6 different telephone numbers, which again come through to the contact 
centre. The Revenues and Benefits line handles 42% of total calls, followed by 30% 
coming through the ‘switchboard’. The Planning and Environmental lines handled 14% of 
calls per line. 

 
• The average call length recorded in 2014/15 was 3 minutes and 52 seconds. 

 

• Calls for Waste and Environmental, Elections, and Revenues and Benefits are currently 
answered by an automated phone line, provided by Inform Communications. Customers 
have to manually select the option to speak to an advisor if they cannot complete their 
request via the automated line. 

 

• Inform Communications send through approximately 268 automated service requests per 
month. However, reports suggest that this automated line ‘handles’ over 3000 calls per 
month, therefore only 9% of customers are using this service to transact with the Council.  
 

• Details of the majority of incoming calls are recorded on the CRM (Customer Relationship 
Management) system. There is very little integration between systems, which results in 
longer processing times and additional transaction time/cost. 
 
 

 

3.2 Website 

KEY FACTS 

 
• Both Council websites were awarded 3 out of 4 stars in the 2015 Socitm (Society of 

Information Technology Managers UK)  Better Connected report. 8% of Councils 
achieved 4 stars (highest ranking), 36% 3 stars, 28% 2 stars and 28% 1 star. 
 

• The existing sites are not ‘responsive’ which makes them difficult to view using a mobile 
phone or tablet. Viewing the sites using a mobile device has increased by 119% at High 
Peak and 128% at Staffordshire Moorlands since January 2013. 

 

• On average customers are spending just over 3 minutes navigating the website at 
Staffordshire Moorlands and just under 3 minutes at High Peak per visit.  

 

• There were 1,326,984 unique page views on the SMDC site during 2014/15, and 
1,149,562 on the HPBC site (only 6-7% of customers actually transact with us). Evidence 
gathered from website satisfaction surveys suggest that customers would transact online 
if required options were available. For example, we have a limited number of ‘apply and 
pay’ services available as current technology does not facilitate this. 
 

• 43,332 online forms were submitted during 2014/15. This is a relatively low number 
compared to telephone and face to face contacts. 
 

• Both websites are accessible 24 hours a day, 7 days a week. 
 

• Those forms that are submitted go to service department e-mail boxes. There are 
exceptions to this: Waste and Environmental requests are directly integrated with the 
waste management/environmental health system (Flare), and Revenues and Benefits 
requests go directly into a processing queue in the relevant back office system (Civica 
Open Revenues). 
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• Google Analytics and Crystal Reports are used to monitor and measure website 
performance on a monthly basis. Various data sets are available, including total unique 
visitors, exit pages, number of online form submissions, mobile device access figures and 
most visited pages. Tools such as SiteMorse and SiteImprove have been considered, but 
not yet purchased. 
 

• A dispersed management model is used to update the website. Editorial responsibility is 
spread throughout departments and trained editors have direct access to edit pages, 
without the need for approval from the Web Editor. This is successful in some areas of 
the authorities, however, many services have not taken ownership and lack expertise. In 
many cases, content is stale and not written in a customer friendly manner or regularly 
reviewed. 
 

• Socitm insight surveys are offered to a random selection of customers that visit the 
website, although relatively few are completed (approximately 28-30 per month). 
Feedback is monitored on a regular basis. 

 

• Social media is promoted on the website and Facebook and Twitter users are on the 
increase. Each Council has one corporate Twitter account (managed by the Web Editor), 
and a small number of Facebook pages (service specific). 
 

• 24,767 visitors have been referred to the High Peak website via social media since 
01/01/2012. Interestingly, 21% of the total number of referrals have been made during the 
past 6 months. 
 

• The Staffordshire Moorlands Twitter account has a smaller audience, with 10,855 visitors 
referred to the SMDC website via social media since 2012. 32% of referrals were made 
during the past 6 months. 
 

• Each month, the High Peak Twitter account acquires between 40 and 70 new followers, 
compared to 20-30 new followers at Staffordshire Moorlands. In total the High Peak 
account has 2400 followers, and the Staffordshire Moorlands account 941. 

 

• Some service areas have concerns over the use of social media, as there is currently no 
corporate strategy / guidance in place. 
 

 

3.3 Face to face 

KEY FACTS 
 

• The Alliance has 7 buildings, 4 in the High Peak and 3 in the Staffordshire Moorlands, 
which are accessible to the public:- 
- Town Hall, Buxton 
- Municipal Buildings, Glossop 
- Neighbourhood Office, Fairfield 
- Neighbourhood Office, Gamesley 
- Moorlands House, Leek 
- Town Hall, Biddulph 

Council Connect, Cheadle 
 

• 57,215 visits were recorded at the one stop shops within the High Peak in 2014/15, 
compared to 47,539 throughout the Moorlands. Face to face visits are actually rising year 
on year, despite more information / requests being available online. 
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• There is very limited capacity for self serve at our Buxton, Cheadle, Fairfield and 
Gamesley offices. Self serve provision is being considered for the Biddulph office and 
there is an underused self serve area at Glossop which could be utilised in a much more 
efficient way. 

 

• Limited understanding exists of types and frequency of demand for services. Town centre 
office locations are convenient for customers to ‘pop in’ to when many of their current 
enquiries could be dealt with via the website. 

 

 

3.4 Payments 

KEY FACTS 
 

• The following payment methods are currently available:- 
- Card payments can be taken over the phone, face to face or via the websites. 
- 24 hour automated telephone payment line. 
- Customers can make cash payments through Allpay at designated points; a limited 

amount of cash is taken over the counter at Moorlands House. 
- Direct debits 
- Standing orders 
- Cheques  
- Limited range of payment options available on the websites, currently Council Tax, 

Business Rates, certain invoices and parking fines (Moorlands only). 
 

•  9,739 payments were made via the High Peak website during 2013/14, compared to 
10,744 at Moorlands. 

 

• The majority of residents choose to pay their Council Tax by Direct Debit (68% at 
Staffordshire Moorlands and 66% at High Peak). However, Direct Debit take up rates for 
Housing Tenants (HPBC only) is low, with only 24% of tenants choosing to use this 
payment method. 
 

• A high number of cheques are still received via post, with the post room at Buxton 
processing 10,742 during 2014/15. 
 

• Allpay cards are used extensively, with Allpay being the most popular payment method 
for those that choose not to pay by Direct Debit (43% at High Peak). Although this 
method is convenient for customers, costs are high at 46p per transaction, plus an 
additional £1.46 per new or replacement card. Direct Debits cost the Alliance 2p per 
transaction, therefore there is a significant case to improve DD uptake. 
 

 

3.5 Housing Benefit / Council Tax Reduction claims 

KEY FACTS 
 

• The Benefits team within Customer Services are responsible for processing new claims 
and change of circumstances. 

 

• All new claims, regardless of risk and complexity, are currently dealt with in the same 
way, using the same set of verification procedures when claim forms are received. Quite 
often claimants will be required to provide further evidence to support their claims, due to 
lack of understanding or poor guidance. 
 
The only way to submit a claim presently is to complete a paper claim form. The only 
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exception to this is for those applying through the Job Centre. 

• HPBC processed 9560 new claims during 2014/15, compared with 7933 at SMDC. 
 

• A high number of changes of circumstances are received across the Alliance each year: 
currently 25,811 work items at HPBC, 17,840 at SMDC. All require some sort of manual 
intervention. 

 

• Processing times have increased compared to the same quarter last year. HPBC claims 
are processed in 20.62 days (16.57 days 2014/15) and SMDC claims within 21.2 days 
(18.83 days 2014/15). 
 

• Information from paper forms is re-keyed into the back office system, there is no 
integration. 
 

• The High Peak website provides an online benefit calculator, which allows potential 
claimants to find out if they are entitled to Housing Benefit or Council Tax Reduction. 
Approximately 13% of all new claimants currently use this facility. 
 

• The ‘E-billing’ module allows customers that have signed up to the service to check their 
Council Tax balance and view benefit letters. The front end is not user friendly, with no 
option to make a payment. 

 

 

4. Summary of Insight 

4.1 Overview 
 
As an Alliance we recognise that we need, and want, to do more by changing the way we 
deliver services to improve outcomes for customers, local people and businesses. We 
want to improve access to services, get it right first time for our customers and meet 
individual needs. Research has been carried out to identify our key issues, priority 
transactions and customer demographic. 
 

4.2 Existing key issues 
 

• No single view of the customer – Customer Relationship Management (CRM) is only 
used to record telephone and face to face enquiries. This often means that customers 
contacting the Council may have to provide the same information to different service 
areas more than once. 

 

• The existing CRM system is outdated with poor integration capacity. Additional back 
office workload is created as a result of limited intelligent form integration. 

 

• Self serve is not currently the method of choice for our customers. Many local 
authorities have designed interactive citizens’ portals to allow customers to find 
information relating to all of their Council interactions.  

 

• The Alliance websites are not responsive, and subsequently difficult to view on a 
mobile device. This may explain the low number of customers that actually ‘transact’ 
with us online. 

 

• Some customer contact is ‘avoidable’ and services need to be redesigned so that 
unnecessary, valueless contact, which is both frustrating for the customer and 
inefficient for the Councils, is eliminated. Around 7% of contact was deemed 
avoidable in 2014/15. 

 

• Many business processes do not deliver for the digital age, and have been in place 
for a number of years. 
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• Existing technology does not support the principles and objectives of our Customer 
Focus Strategies. There are no automated workflows in place and no way of service 
requests reaching operatives on site without the need for human intervention. 

 
4.3 Priority Transactions 

4.3.1 Table – Summary of top transactions 

 

 

 

 Transactions No. of 

enquiries 
(Weekly average) 

No. of 

enquiries 
(Yearly average) 

 

% of total 

demand 

1. Council Tax - Make a payment 522 26,622 7.0% 

2. Housing - Make a rent payment 418 21,318 5.7% 

3. Council Tax - Moving house 370 18,870 5.0% 

4. Benefits - Make or enquire about a claim 316 16,116 4.3% 

5. Housing - Raise a new repair (HPBC only) 195 9,945 2.6% 

6. Council Tax - Discount or payment enquiries 163 8,313 2.2% 

7. Public calls / Switchboard enquiries 153 7,803 2.0% 

8. Council Tax - Response to a reminder 148 7,548 2.0% 

9. Council Tax - Direct debit set up and enquiries 143 7,293 1.9% 

10.  Waste and Recycling - Missed collection (and 

associated queries) 

124 6,324 1.7% 

11. Housing – Repairs follow up enquiries (HPBC ) 124 6,324 1.7% 

12. Elections - Voter registration enquiries 88 4,488 1.2% 

13. Waste and Recycling - Replacement bins 87 4,437 1.2% 

14. Environmental Health - Pest control enquiries 84 4,284 1.1% 

15. Housing - Home Options enquiries (HPBC) 83 4,233 1.1% 

16. Planning - Speak to an officer  73 3,723 1.0% 

17. Planning - Applications and copy documents 73 3,723 1.0% 

18. Benefits - Collecting a form at reception 73 3,723 1.0% 

19. Building control - Speak to an Officer 68 3,468 0.9% 

20. Street cleaning - Dog fouling 64 3,264 0.9% 

21. Building control - Inspections 63 3,213 0.9% 

22. Council Tax - Response to a summons 62 3,162 0.8% 

23. Council Tax - Receiving documents 60 3,060 0.8% 

24. Environmental Health – Noise and nuisance 

complaints 

39 1,989 0.5% 

25. Biddulph One Stop Shop enquiries 39 1,989 0.5% 

26. Taxi licensing - Payments and applications 37 1,887 0.5% 

27. Sundry accounts - Payments and enquiries 30 1,530 0.4% 

28. Cemetery services - Burials and inscriptions 28 1,428 0.4% 

29.  Credit union enquiries 28 1,428 0.4% 

30. Parking penalty charge (SMDC only) 15 765 0.2% 

  

TOTALS 

 

3,770 

 

190,281 

 

51% 
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4.3.2 Other transactions 

We generally receive between 70 and 190 of the following enquiries each year, 

which make up the remaining 49% of transactions: 

• Waste and recycling - Assisted collection requests, bulky and electrical 

collection requests, and trade waste queries. 

• Parks and trees - Applying for allotments, cemetery queries and other general 

enquiries. 

• Business rates – Appeals, change in circumstances and recovery enquiries. 

• Building control applications and the receipt of associated documents. 

• Licensing and land charges – Personal search requests, booking taxi tests and 

other licence applications. 

• Concessionary travel pass applications and renewals (HPBC only). 

• Fixed penalty notices – Payments and enquiries. 

• Freedom of Information requests. 

• Planning – Enforcement complaints, receipt of documents and Local Plan 

enquiries. 

• Flooding and drainage enquiries (seasonal). 

• Tenancy enquiries – Tenant alterations, neighbourhood issues and caretaker 

requests. 

• Abandoned vehicle reports. 

• Anti-Social behaviour complaints. 

• General complaints spanning all service areas. 

• Markets – Booking and paying for stalls and other general enquiries. 

• Car parking – Season ticket requests and payment machines out of order. 

• Lost, found and stray dog reports. 

• Estates enquiries, such as renting land and garages from the Council. 

The above list is not exhaustive, but gives a strong indication of the type of 

enquiries currently dealt with via Customer Services. 

4.4 Customer demographic 
 

4.4.1 UK Statistics – Internet access 
 

• 86% of adults used the internet during the past 3 months, compared to 11% 
that had never used it and 2% that had been online more than 3 months ago 
(Jan-Mar 2015). 
 

• Regular internet use increased from 80% in June 2011 to 86% in January 
2015. 

 

• People that have never used the internet has decreased from 17% in Jan-Mar 
2011 to 11% four years later. 

 

• 99% of adults aged 16-24 are regular internet users (Jan 2015). 
 

• The proportion of adults aged 75 and over who have never used the internet 
decreased from 76% in 2011 to 61% in 2015. 

 



9.2 Customer Access Stragey Appendix A                                                  10 

 

• Of the 5.9 million adults who had never used the internet in Jan 2015, just over 
half were 75 or over. 

 
4.4.2 Digital inclusion  

 
Digital inclusion is the ability of individuals and groups to access and use 
information and communication technologies. 
 
The maps below illustrate digital inclusion and exclusion throughout Derbyshire 
and Staffordshire. The green areas signify the most ‘included’ areas and the red 
areas the most ‘excluded’. 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

        

The above maps illustrate that the High Peak is one of the most ‘included’ areas 

within Derbyshire, with the exception of two small areas of Buxton. The 

Staffordshire Moorlands appears to have a lower level of digital inclusion, 

highlighting that certain residents may need assisted support when accessing 

Council services. 

4.4.3 Neighbourhood Statistics (2011/12 Census) 

 

• There are an estimated 187,998 residents living within the Alliance area 
(90,892 HPBC and 97,106 SMDC) covering a total number of 82,543 
households (67,389 HPBC and 41,772 SMDC). 
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• Within the High Peak, 33.9% of residents are under 30, compared to 30.5% 
within the Moorlands. 
 

• The largest number of residents across the Alliance are aged between 45-59 
(22.4% HPBC and 21.7% SMDC) closely followed by under 18’s (20.7% 
HPBC, 18.9% SMDC). 

 

• 7.8% of High Peak residents are over 75, compared with 9.2% of Moorlands 
residents. 

 

• The majority of residents are working full time, part time or on a self employed 
basis (65.6% HPBC and 64% SMDC). 

 

5. Target operating model 
 
From the analysis above, priority transactions have been highlighted in table 4.3.1 and a 
number of trends have been identified: 
 

• Revenues and Benefits enquiries (excluding payments and responses to recovery 
action) make up approximately 30% of the top 30 customer demands. This 
predominately consists of changes to people’s circumstances, including moving 
house and finding work.  
 

• The introduction of Universal Credit will reduce the number of benefit enquiries year 
on year by up to 30% from 2017 if planned proposals go ahead. 
 

• A significant number of enquiries, around 23% of the top 30 transactions, come from 
High Peak Borough Council tenants. This figure is even more prominent given that all 
other transactions within the chart total figures for both councils. The ‘Review of 
Service Delivery’ programme will begin concentrating on Housing processes in early 
2016 to identify scope for service improvement. 

 

• Approximately 9% of total customer demand comes from customers making 
payments on their rent and council tax accounts. Almost 33,000 residents are making 
manual payments to us via the phone, web or face to face rather than choosing direct 
debit etc. 

 

• Environmental services, such as waste collection, street cleaning and pest control 
requests, equate to 11% of the top 30 services. There is clearly scope to ensure all of 
these transactions are available on a self serve basis, with instruction going directly 
from customer to frontline operative. 

 

• The contact centre receives a high number of ‘switchboard’ calls per year, currently 
estimated at 6,000. This type of contact is recorded when a Customer Advisor has 
sent a general email to a person or service area rather than completing a specific 
service request form. We predict that a high percentage of these calls could be 
avoided by providing customers with progress reports, ensuring sufficient information 
is available on the website and ensuring that enquiries are dealt with in a timely and 
efficient manner. 

 
Based on the existing top 30 transactions, current challenges and UK and neighbourhood 
statistics, a number of actions are proposed. The following timeline on page 12 identifies the 
next steps of the Channel Shift Programme. 
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5.1 Channel Shift Delivery Timeline 

 

 

 



9.2 Customer Access Stragey Appendix A                                                  13 

 

5.2 Proposed actions 

Each action below directly relates to a corresponding transaction identified in Table 4.3.1 

and builds upon the actions set out in the previous timeline. 

a) Eliminate paper claim forms for Housing Benefit and Council Tax Reduction by 

April 2016 

Introduce an e-claim form, to be hosted on the external websites. Claimants who do 
not have internet access would have the option to apply over the telephone, at any 
Council building via self serve PC’s, or via partner organisations such as the CAB. 
The Alliance would see an immediate reduction in outgoing benefits mail if this 
solution were to be implemented. 
 
Key benefits: 
 

• Reduction in processing times of new claims, allowing staff to deal with cases of 
higher complexity. 

• Reduction in incoming mail (currently 5000 items per year). 

• Significant savings on outgoing postage. 

• Positive environmental impact by reducing the amount of paper used by the 

Alliance. 

Directly relates to: Numbers 3 and 4 

b) Introduce Risk Based Verification (RBV) to online benefit claims by April 2016 

 

RBV assigns a risk rating to each Housing Benefit / Council Tax Reduction claim 

which determines the level of verification required. It allows more intense verification 

activity to be targeted at those claims which are deemed to be at highest risk of 

involving fraud and / or error. It is practised on aspects of claims in Jobcentre Plus 

and The Pension, Disability and Carers Service (PDCS). In April 2012 The 

Department of Work and Pensions (DWP) extended RBV on a voluntary basis to all 

local authorities. 

 

Key benefits: 

 

• Reduction in processing times of new claims, allowing staff to deal with cases of 

higher complexity. 

• Evidence requirements clearly tailored to each claimant, and can be sent in 

electronically, subsequently speeding the end to end process up. 

• Increased levels of customer service due to ‘getting it right first time’.  

• Reduction in incoming mail (currently 5000 items per year). 

Directly relates to: Numbers 4, 18 and 25. 

c) Introduce three new independent websites to replace the current Hydrant sites 

by August 2016 (High Peak Borough Council / Staffordshire Moorlands District 

Council and Pavilion Gardens). 

 

The design and navigational structure of the current sites do not support the Socitm 

(Society of Information Technology Managers UK) principles. Development costs are 

high, and the architecture of the site(s) is rigid and inflexible. Neither site is designed 

in a responsive way, making them difficult to view on mobiles. Being able to access 

our services on the move is essential for the future of the Alliance. 
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Key benefits: 

 

• The Content Management System (CMS) infrastructure to support new, more 

effective ways of working. 

• Ability to meet the changing needs and expectations of customers. 

• Council services are accessible around the clock, from a variety of different 

locations. 

• Improved self serve capability will encourage customers to choose digital 

channels when contacting us. 

Directly relates to: All transactions identified in table 4.3.1 

d) Implement a ‘Citizens’ portal’ to allow customers to self serve by August 2016 

A self serve portal would allow customers to view account balances, a history of their 

transactions with the Council, report problems, and request services through one 

secure, authenticated channel. The portal would link to a full suite of new online 

forms, which would replace the current CRM and e-forms solution.  

Key benefits: 

• Reduction in reminders / summons notices due to increased customer control 

through online ‘banking’. 

• One single view of the customer increases efficiency and improves data sets. 

• All ‘report it’ and ‘request it’ services available through the portal, with the 

capacity to be sent straight through to a frontline operative to action. 

• Workflow capability available, to inform customers when reports and requests 

have been successfully completed, subsequently reducing avoidable contact. 

Directly relates to: All transactions identified in table 4.3.1. 

e) All payments to be made online or via the automated phone line by April 2017 

 

By encouraging customers to pay online, the Alliance would see a steady reduction 

in phone calls and face to face visits. Those that do not have the facility to pay online 

could use the telephone, either from home or in one of the Council Offices (self serve 

point / kiosk). Allowing ‘over the counter’ payments are not making the best use of 

current resources. 

 

Any new online forms purchased should have the capability to integrate with the 

current payment system to allow customers to request and pay for services online. 

Key benefits: 

• Increased customer satisfaction by offering convenient, accessible payment 

options. 

• Staff resource within one stop shops and reception areas could be redirected to 

help those customers in greater need. 

Directly relates to: Numbers 1 and 2. 
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f) Customers should be able to set up direct debits online by April 2017 

Council Tax would be the first priority when investing in online direct debit 

technology, allowing customers to set up new, and amend existing, direct debits. 

This facility would be accessible through the citizens’ portal, with one single sign in 

for multiple services. Any new technology implemented would be accompanied by a 

media campaign to encourage customers to sign up to Direct Debit. 

Scoping work has also begun to explore the possibility of providing rent direct debits 

online, and High Peak Borough Council are currently working towards offering 

paperless rent direct debits as a first step in this process. 

Key benefits: 

• Improved Council Tax collection rates, with a subsequent drop in the number of 

reminders and summons notices issued. 

• Reduction in the number of customers contacting customer services to request 

direct debit mandates or set up over the phone. 

• Time is saved on re-keying in the back office due to the elimination of paper 

mandates. 

Directly relates to: Numbers 6 and 9. 

g) Increase the number of service requests that go directly from the customer to 

the frontline operative by April 2017 

 

Through the use of mobile technology, customers should be able to request an 

operational service, such as street cleaning, bin collection etc. without the need for 

back office intervention. Operatives should be able to receive a job out in the field, 

complete it, and, through a workflow system, send the customer a progress report. 

Handing out paper job sheets is no longer seen as an effective method of managing 

tasks. 

 

Key benefits: 

 

• Potential to eliminate legacy systems in certain departments. 

• Improved customer satisfaction due to quicker response times. 

• A significant amount of time would be saved on back office processing. 

• Streamlined, efficient service delivery makes for an agile working environment. 
 
Directly relates to: Numbers 10, 11, 13, 14, 20, 21 and 24. 

 

6. Review of Service Delivery 

Running parallel to the proposed ‘Channel Shift Programme’, priority services will be 
reviewed. It is vital to ensure that procedures and processes are fit for the digital age that we 
are aspiring to work within. Service delivery should be customer focussed, streamlined, cost 
effective and continuously improved. 
 
Through the Service Delivery group, the Transformation team will begin reviewing services in 
early 2016, including looking at costs of the service, legislative requirements, income 
generation, customer contact levels, and their relationship with the wider Alliance. 
 
The information contained in this document gives a strong indication that this review should 
begin with Housing, closely followed by the Revenues and Benefits team within Customer 
Services. 
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7. Background Information 

 

Customer access today - Key Facts 

 

Information found in the ‘Key Facts’ section of this document has been derived from analysis 

of reports using the following systems and applications: 

 

• Mitel telephone systems 

• Inform communications (automated phone line) 

• Aspire CRM  

• The SOCITM  ((Society of Information Technology Managers UK) Better Connected 

Report 2015 

• Google Analytics 

• Paris / Capita Pay.net  

• E-series 

• Hootsuite Social Media statistics 

• Civica Open Revenues 

• Internal quarterly performance reports 

Table 4.3.1 Summary of top transactions / 4.3.2 Other transactions 
 
Data was taken from an average week of customer contact during November 2014. All figures 
have been accessed directly from the Aspire CRM admin module to give an indication of 
annual contact statistics. 
 
Customer Demographic – 4.4.1 UK Statistics – Internet Access 
 
The Office for National Statistics; Internet Users 2015  
http://www.ons.gov.uk/ons/dcp171778_404497.pdf 
 
Customer Demographic - 4.4.2 Digital inclusion – Community heat maps 
 
Effective Service Delivery (esd) Communities website: 
http://www.esd.org.uk/esdtoolkit/Communities/DigitalInclusion/ContentView.aspx?ContentTyp
e=Content-493 
 
Customer Demographic - 4.4.3 Neighbourhood Statistics (2011/12 Census) 
 
The Office for National Statistics; Neighbourhood Statistics 
http://www.neighbourhood.statistics.gov.uk/dissemination/LeadHome.do%3Fa%3D3%26i%3
D1001%26m%3D0%26r%3D1%26s%3D1298463767007%26enc%3D1%26extendedList%3
Dtrue%26nav%3DA 
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