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what have we done

SO FAR?

The channel shift programme has
been successful, creating

digital customer
services that are simple,
quick and easy to use.

new digital services are supported by slimmed down
processes behind the scenes, so customers get what they
need from the council quickly, and as many enquiries as
possible are sorted in one contact. By providing digital
customer services for those customers who choose online
and making ourselves more efficient, we have more time to
help those customers who most need our support.
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what have we done

SO FAR?

more people are choosing digital customer services

online transactions up

7%

to more than
100,000 in 15/16

with

24, 567

'D'RANSACTHQN&
already in first six
months of 16/17

15181

ONILHNFE FORMS

submitted in 15/16, 129%
up on previous year, and
12,023 forms submitted
already in first six months
of 16/17 -

a further

9%

increase compared to first
six months of 15/16

E more than

2000

reports were made via
the My Portsmouth app in
i first six months of 2016/17

! new

MY

. PORTSMOUTH |

digital account has had

4, @@@:

i sign-ups since July

processed

M

¢ inonline payments in 15/16,
! -up£lmon14/15,

and have taken

SM

in online payments in

first six months of 16/17
! -upanother 13% :
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7%

of direct debits payments
are set-up online

{1,178 online Aug-Nou 16,
compared with 348 set-up
by city helpdesk)

automated quick pay
machines handled

3,500

transactions in first six
months - 26% of all pay-
ments through cashiers



what have we done

SO FAR?

fewer people are choosing
traditional customer service

city helpdesk took

20000

fewer calls

and served

10,000 |

fewer people in person in
15/16 compared with 14/15
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and the trend is
continuing in 16/17 with

20,000

fewer phone and in person
customers in first six months



what have we done cITy Counelt

S@ FAR?

SSSSS

. with changes made
. flight, we will hav md

EEE?P”‘ F17M

by 18/19

we said we would make
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More services will be
made available

e, INII].HINIIE "

to meet customer demand. in the pipeline.

Currently working with



digital local




Mod.gou app offers
USEFUL INFORMATION
and helps me address
DAVES’ CONCERNS
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new email communications
are being introduced now

personalised communication with
customers is planned for the future



Income

OPPORTUNIT

we are responding to a downward trend in print
advertising, establishing digital assets that will increas
opportunities for advertising and sponsorship

digital platforms will be developed to display adverts
that are relevant to the customer in their here and now,
based on where they are and when

as well as generating income, digital platforms will
improue the council's ability to connect with our
residents and communities






Edinburgh have
just approved

DIGITAL
ADVERTISING
BOARDS

sympathetically installed
amongst their WORLD
HERITAGE Site.



Edinburgh




bringing
communities toge

DIGITAL



