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Introduction 

The purpose of this report is to respond to Overview and Scrutiny Committee’s request for an 

understanding of the intent, content and status of TWBC’s digital strategy, any outstanding 

actions, barriers to implementation and expected benefits for residents.  

Background 

The most recent Digital Strategy was written in partnership with our Mid-Kent Services 

partners and ran from 2017 to 2020.  

The Digital Strategy 2017-20 

The jointly written strategy was written to facilitate and enable the objectives of MKIP’s 

Transformation Challenge Award bid, which had attracted £569,000 of funding from the 

MHCLG (now DLUHC). 

Aims of our ‘Digital First’ strategy were to reduce telephone and face to face contact, improve 

customer satisfaction and deliver efficiency savings. 

The funding was used to procure and implement three technological solutions to support 

these aims: 

• Unified communications software 

• Online customer service platform 
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• Business intelligence and dashboards 

All three software packages were procured and installed across the partnership on time and 

to budget. 

The implementation of the unified communications software replaced our aging phone 

handsets, ISDN (copper wire) telephone lines and switchboard with an up-to-date VOIP 

solution (Skype for Business). This allowed staff to make and receive telephone calls using a 

USB headset plugged into their laptop via a softphone, releasing them from needing to be 

physically at a desk when answering telephone calls. 

The full benefits of this change were fully realised on 23 March 2020, when the country was 

ordered to ‘stay at home’ in response to the Covid-19 pandemic. Skype for Business allowed 

every member of staff to simply pick up their laptop and work from home indefinitely without a 

break in service provision.  

Unified communications continues to deliver benefits, as it has allowed us to introduce hot-

desking and significantly shrink our office footprint, enabling the co-working proposal for the 

Town Hall to proceed.  

The digital customer service platform led to the creation of a fully digitised waste and 

recycling service, to coincide with the launch of the new waste contract.  

The digitised service allows a member of the public to access all waste collection information 

on the website, as well as report issues and problems using online forms. A series of 

integrations between our customer service platform and the system used by the contractor – 

Whitespace, allows all information to be exchanged without manual intervention. 

Throughout the life of the contract, further enhancements to the digital service have been 

added to mitigate the problems caused by contractor performance. These include sending 

notification emails to residents when roads are not finished on the due day. These emails are 

critical to keeping the public informed and reducing unnecessary calls and reports of missed 

bins to the call centre. More recent additions include ‘waste listener’ – an integration that 

watches for updates to case records made by the contractor and then sends a notification via 

SMS or email to the resident. These are used to remind residents to put their bulky waste 

items out the day before their collection and to let them know when they’ve been collected. 

Without effective digital services, our customer service staff would have been overwhelmed, 

compounding a problem with poor waste collection, by adding poor customer service on top.  

The aim of the strategy to reduce telephone and face-to-face contact can be demonstrated 

by the proportions of waste and recycling service requests being logged online. In the 

financial year 2021/22, 73% of over 30,000 service requests were logged using an online 

form.  

The third deliverable of the strategy, business intelligence and dashboards, were a series of 

pilot projects with services. The pilot projects delivered a greater understanding about the 

state of our systems and data, along with the skills and capacity of the workforce. Since then, 

we have developed dashboards for monitoring the waste and leisure contracts. 
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A new digital strategy 

In March 2020 the Covid-19 pandemic, subsequent lockdown and declaration of a business 

continuity emergency significantly altered the operating environment for the Council. The new 

priorities and burdens placed on the Council arising from the pandemic required the council 

to focus on maintaining services, ensuring business continuity and recovery through the 

various national and local lockdowns and vaccination programmes until the Christmas of 

2021. 

Digital played a large part in providing public health information via the website and 

developing online forms for support and recovery grants to businesses.  

Following the decision to progress a coworking proposal for the Town Hall, a MWoW 

(Modern Ways of Working) programme was initiated in October 2021, encompassing the 

following workstreams: 

• People & Culture 

• Place 

• Data, Technology and Process Transformation.  

• Communications and engagement 

The Data, Technology and Process Transformation workstream will address the Council’s 

requirements and objectives for using digital and ICT to support the move to a hybrid working 

model and enabling a much-reduced office footprint in the Town Hall.  

This workstream is intended to form the basis for a new digital strategy, incorporating the 

new administration’s aims, priorities and objectives in relation to our digital services, 

including: 

• In the back office, exploring automation and data integration to free up staff time from 

the manual handling of data, allowing them to focus on higher value activities and 

interactions with residents 

• Improvements to customer access to information and the usability of online services, 

with a focus on ‘mobile first’ recognising the continuing growth of using mobile devices 

to access information and services online. 

Ian Hirst (Head of Digital and Communications) and Andy Sturtivant (Digital Services Team 

Manager) will give a short presentation on recent work of the digital team and a look at 

implementation of new capabilities in the next two quarters. 

 

 


