
SHDC Digital Ambition – Member Engagement Sessions FAQs 

(14-16 January 2019) 

 

The following FAQs have been put together to summarise the key questions and comments made by members at a series of engagement sessions, 

designed to give members more detail about the Council’s draft digital and ICT strategy and customer access strategies. If you have any further questions, 

however, please email Andy Prior, Digital and Customer Access Manager, at: andy.prior@breckland-sholland.gov.uk  

Category Question Answer 

Resident Experience There are many residents who are not able – 
or have no wish – to contact the Council 
online. How are they going to be catered for?  

It is recognised that some 25% of residents may fall into this category. All existing means of 
contact – known as ‘channels’ – will remain open so residents will still be able to make 
contact via a landline or a mobile phone.  
 
For those with a mobile phone, progress updates can be received by text messages.  
 
Residents who don’t have a mobile phone can opt to provide a mobile number of a relative 
or friend with a mobile phone as an alternate point of contact for text messages.  
 

Will the Housing system be capable of 
accepting online payments from both end 
users and agents (e.g. for ‘bulk’ 
transactions)?  
 

All online payment transactions will be accepted by the system. 
 
Payer information will be captured in order to provide tracking and reporting. 
 

Why do residents need to log on to create a 
‘My Account’ account? 

Residents can make use of the system without logging on. However if a resident chooses 
to sign up for ‘My Account’, the system will then identify that resident via the login details 
and retrieve all relevant information held. 
 
That might include previous communications relating to a fly-tip or other issues that the 
resident has raised with the Council. This will allow faster and more efficient transactions 
to take place. 
 
(For residents who have created their own account, the Council’s customer services staff 
will only have access to limited elements of that data, such as contact details. Similarly 
Members will only be able to see a limited amount of information about a resident).  
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Going forward, the residents’ sign up process will be simplified to capture everything 
except a password as part of the transaction. 
 

Can you please make sure that all pieces of 
information about a property or a resident 
are held in one place, and that systems can 
communicate with one another?  
 

Our systems will be linked in such a way that all data relating to a particular property, or to 
a specific resident, are pulled together into one place.  

Will a tenant or a Member be able to self-
serve in order to pull up information about a 
property? 
 

Our systems will support a range of different ‘views’ of the information that is held.  
For example we will create a view of property details for a tenant, and a different view for 
Members.  
 
In this way, the same overall set of data is presented differently for different types of user. 
This will also help to provide Members with the information they will need, e.g. when they 
are asked to assist by a vulnerable resident.  
 
(We will of course ensure that any sensitive personal data is visible only to the resident 
themselves.)  
 

Many of our residents do not have English as 
their first language – how are they going to 
access these new systems?  

This issue is understood and the Council acknowledges that residents for whom English is 
not their first language may need additional help. 
 
Using the online systems, in conjunction with Google Translate, to make contact with the 
Council is a good option for this group as it does not necessitate speaking in English. 
 
The Council has translation services already available in the customer contact centre too, 
and we also recognise that any email or letter-based communications need take account 
of the needs of this group.  
 

How will we inform residents about these 
new systems?  
 

Firstly we’ll make sure that members and officers are able to look at any communications 
before they get sent out to residents. That way we can be sure that we are communicating 
in a clear and precise way.  
 
We’ll use a range of different media for communicating these messages, including social 
media and email, while also considering more traditional methods of communication for 
those harder-to-reach customer groups, such as those without internet access.  
 



Can Members have access to more general 
information such as the Schedule of Works? 

The Council will work towards making the Schedule of Works available online, along with 
other information such as intelligence about properties. 
 

Can reminders be sent out to residents with 
work scheduled? 

Sending this sort of reminder is one of the clear benefits that the new system will provide.  
Reminders will be sent by text message.  
 
As we examine and improve each of our processes we’ll ensure that we take every 
opportunity to build in automated feedback for residents wherever it’s possible.  
 

Will Members be able to look at the system 
during its development and make comments 
or suggestions?  

Yes – the system will be developed on a step-by-step basis (using a methodology called 
‘Agile’) and this will allow Members to look at parts of the systems as they are created and 
make comments. 
 

The voice menu system that residents 
encounter when they call in to the customer 
contact centre is not easy to navigate and has 
too many levels. 
 

We will review the setup of the voice menu system with a view to simplifying it and making 
it less complicated for residents to use, we will also look to reduce the time taken from 
dialling to being placed in the appropriate call queue.   
 

Compatibility & 
Connectivity 

Will the new functions that are being built be 
compatible with other SHDC systems?   

All digital and IT developments are committed to using ‘open’ platforms and interfaces. 
This enables connectivity to other internal systems. Our main web platform, GOSS, sits at 
the heart of all our systems and has access to data across a wide range of service area 
systems.  
 

Broadband improvements – Members 
pointed out that monies spent by SHDC with 
Lincolnshire CC have seen very few positive 
results  

It is acknowledged that despite the large expenditure there remain a number of spots with 
poor broadband coverage in the district. We recognise the seriousness of this situation and 
it is a high priority item within the Commercialisation Directorate.  
 
Even where fast broadband is available, it may not be affordable to some residents, so as 
part of the Council’s draft Customer Access Strategy, we will be working with partners to 
promote any Wi-Fi/internet access that is freely and publicly available. 
 

How flexible is this system?  The system is built to be highly flexible. We will be able to re-use developments and apply 
them to other service areas. 
 

Are iPad models compatible with Office 
365*? 

Yes absolutely; as Office 365 is a cloud-based solution it’s compatible with many different 
types of device including iPads.  
 



* Please note: Following a formal project initiation meeting in January, the roll-out of the 
first phase of Microsoft Office 365 to both members and officers is scheduled for early 
September 2019. This date takes account of the availability of ICT staff and of our delivery 
partner, as well as technical pre-requisites that are necessary in order to ensure 
compliance with national cyber security guidelines. 
 

Service Implications  Will services be improved ‘across the board’ 
and not just at the system level?  

Processes within the service areas will be looked at right through from end-to-end, and we 
will look to provide improvements to all elements. 
 
Resources freed up by the digital transformation can be applied elsewhere, including at 
the point of consumption. 
 

Will we need more customer services staff to 
deliver the strategy’s aims? 

No – in fact there will be opportunities to allocate customer services staff to enhanced 
services & assisted services. We’ll be able to do this in part by reducing “hand-offs” (where 
enquiries are passed through to other departments) and being able to deal directly with 
more complex cases.    
 

Links Will there be any benefit from this program 
to ELDC or BDC? 

All resources engaged in this initiative will be working on solutions for and on behalf of 
SHDC. It may be that some spin-offs could arise for other parties but the resources are 
100% dedicated to SHDC. 
 

Has BDC been involved in this initiative 
and/or its costings? 

No - this is purely an SHDC initiative that will be delivered by SHDC and CPBS resources. 
 

Are ELDC following a similar strategy? SHDC and ELDC are at different points in their digital transformation journey. There are 
some common approaches however, as SHDC and ELDC use some of the same platforms 
such as GOSS. 
 

Will the savings already committed in the 
CPBS transformation plan be impacted? 

No - as stated those savings stated are based on 37% of the overall savings from the CPBS 
transformation plan. There will be no negative impact to these figures from this initiative. 
If anything, the Council’s proposed digital work programme will support CPBS to make its 
savings (the more efficient the Council’s processes are, the more likely the Customer 
Contact Centre are to achieve its channel shift targets).  
 

This work must not jeopardise our 
relationship with CPBS. 

As stated, this initiative will be delivered as a partnership between SHDC and CPBS. CPBS 
has been actively involved in all of the planning and preparation behind this initiative. 
 

Does the Contact Centre figure of £123k 
include ELDC? 

All figures that show indicative cost savings relate specifically to SHDC, including the £123k 
cost saving indicated for the Contact Centre.  



 

Does any of this investment relate to BDC? No – as stated this is purely an SHDC initiative. Breckland has its own, entirely separate, 
programme. 
 

Fly-tipping  How does the fly-tip functionality work with 
the Bartec system?  

The Bartec & GOSS systems are already connected, allowing information to be passed 
between them.  

Where will reports about fly-tipping come 
from? 

All information is held centrally within GOSS, and reports will be generated from there. 
 

How do updates get passed back to 
customers? 

Via text messages to mobile devices, or via email or by residents viewing updates online. 
The information will also be available to view in the residents ‘My Account’ where they 
have one. 
 

Why isn’t the fly-tipping functionality 
delivered via an app? 

The creation of an app would not reduce the required steps that the user has to take so no 
additional benefit would be delivered.  Mobile technology has improved significantly to a 
point where very little can be done via an app that cannot be done directly on a mobile 
phone. An app would require significant investments and maintenance for very little gain.   
 

Can residents see current information about 
ALL fly-tips? 

Technically this is feasible, but we’d need to consider just how public we’d want to be 
about that sizeable amount of data, as well as being sensitive about possible issues with 
regard to personal data. As a minimum we will display a map of current reported fly-tips to 
prevent duplicate reporting. 
 

What happens if a resident reports a fly-tip 
that falls outside of the district’s boundaries? 
(the same postcode can cover up to 3 
different districts) 

The GIS (Geographical Information System) mapping of fly-tip reports means that out-of-
district reports cannot occur. Some specific training may be needed in the contact centre 
to ensure a consistent approach to reports made over the phone.  
 

Will there be any mechanism to allow fly-tip 
reports to be flagged to the local council 
Member?  

We will look into the best way of providing that information, for instance we could list a 
breakdown of fly-tips by ward on the Members’ extranet. There may be other alternatives 
too.  
 

Is there a quick way for a Member to report a 
fly-tip 

We will explore the possibility of pre-loading a shortcut onto Members’ devices and 
prepopulating the contact and address details (via My Account), making reporting a fly-tip 
for members a one-click exercise. 
 

Who can see who has reported the fly-tip? Currently only the service area sees the fly-tip report. As mentioned however we will look 
at ways in which Members could be alerted to any fly-tips reported within their ward.  
 



It must be easy to report over the phone too. Contact via phone into the Customer Contact centre is, of course, a channel for reporting. 
By adopting ‘Assisted Service’ the Customer Contact centre will use the same form that a 
resident would see, making it simple to take information from the caller.  
 

Costs and Benefits  Is there a business plan & ROI for this? Figures for costs, and for indicative savings in a sample of service areas, have been 
provided. Once the necessary digital resource is in place, each project will have a fully-
developed business case/mandate, outlining cashable and non-cashable benefits. 

Where does the £76k saving figure for 
housing come from? 

This figure relates to a specific component of the housing service: the management of rent 
accounts. The figure comes from calculating the reduction of officer time that will be 
required once the process is digitised and the associated time saving. That time saving is 
then ‘translated’ into a cost saving figure based on known hourly rates. This will increase 
Officer time which could be reinvested in supporting those customers in more challenging 
circumstances.   
 

Contact centre – where do savings figures 
come from? 

The CPBS transformation plan contains the details of these savings figures. At a high level 
the savings are derived from time saved on all types of existing transactions (telephone, 
email and face-to-face) by moving some transactions to the digital platform. Volumes of 
non-digital transactions are projected to decline significantly.  
 

Project manager – is that a shared cost with 
BDC? 
 

No – this is funded solely by SHDC. 

If marketable products come out of this 
initiative will SHDC have the intellectual 
property rights to be able to sell them? 
 

Value from any developments that can be proven to have a broad use outside of SHDC can 
be ‘banked’ by GOSS who will then create ‘payment’ by way of credits that SHDC can call 
off when required.  
 

This program costs lots of money – where’s 
the business case? 

The £330k cost is for the full 2-year duration of the program. Many levels of Member 
approval are still needed and officers will provide further details around costs and savings 
ahead of those decisions. Projected savings will of course continue year-on-year, beyond 
the 2-year period of the initiative itself. 
 

Can you confirm that the funding being 
sought is available? 
 

Yes – all funding is identified & available.  

Is 2 developers for 2 years at almost £40k the 
level of investment necessary? 
 

Yes – this figure reflects the costs of the sort of skilled technical resources we need.  
 



3rd party providers can sometimes be 
cheaper - is there scope for us to tap into the 
market. 

The integration work that is needed across all of our service areas is highly specialised. 
Whilst some of the web design work could potentially be provided this way, it is the 
integration that is critical and that work needs to be done by staff who have deep 
familiarity with the SHDC service areas and organisation as well as the Goss system. 
 

 

 


