


Enabling Digital Engagement that 
is simply effective for 

Everyone…



We do tricky

>100 Local 
Authorities

6 CCGs



A Business Case for 
Digital 

Transformation



Developing a business case -
things to Consider…



Why are we 
doing this?

Who will 
benefit from 

this process?

What are we 
trying to 
achieve?

‘Keep your aims and 
Objectives Simple and Measurable’



What will the 
impact be on 

IT?

Will councillors 
approve?

Does this 
align to our 

digital 
strategy?

This doesn’t 

link with 
legacy IT 
systems?

We can build 
something in 

house?

What about 
accessibility?

Planning are 
already doing 
something?

What about 
Procurement?

It sounds 
expensive?

What will the 
impact be on 

our 
customers?

Can it really 
save that 

much time?

How will this 
effect 

vulnerable 
individuals?

Rev’s and 

Ben’s already 

have a 
solution?

How many 
years will it 

take?

Will this 
technology 

replace jobs?

How much will 
we be saving?

We probably 
need to do 

more 
research?

How much 
will it cost?

When will we 
see the 

benefits?



It can become overwhelming and I'm sure 
you recognise this scenario…

What band is 
my house?

How do I get 
a discount?

Why do I have 
a reminder? How much is 

my next 
payment?

How do I 
change my 

Direct Debit?

How much 
have I paid 
this year?

Can I make a 
payment?

How do I get 
a student 

exemption?

Is there a 
discount if my 

house is 
empty?

How do I let 
you know 

someone has 
died?

I’m on a low 

income - can I 
get help?

What band is 
my house?

Why do I have 
a reminder?

How much is 
my next 

payment?

How much 
have I paid 
this year?

Can I make a 
payment?

How do I let 
you know 

someone has 
died?

How do I report 
a tenant has 

moved in to my 
house?

I’m on a low 

income - can I 
get help?

When will I 
get my 
refund?

What band is 
my house?

payment?

How do I 
change my 

Direct Debit?

How much 
have I paid 
this year?

How much do 
I owe for this 

year?Can I make a 
payment?

I live alone 
and need a 
discount?

How do I let 
you know 

someone has 
died?

I’m on a low 

income - can I 
get help?

What's my 
council tax 
balance?

What band is 
my house?

How do I get 
a discount? Why do I have 

a reminder?

How much is 
my next 

payment?

How do I 
change my 

Direct Debit?

have I paid 
this year?

How much do 
I owe for this 

year?

Can I make a 
payment?

I live alone 
and need a 
discount?

How do I get 
a student 

exemption?

Is there a 
discount if my 

house is 
empty?

How do I let 
you know 

someone has 
died?

How do I report 
a tenant has 

moved in to my 
house?

I’m on a low 

income - can I 
get help?

Why do I have 
a reminder?

How much is 
my next 

payment?

How much 
have I paid 
this year?

Can I make a 
payment?

How do I let 
you know 

someone has 
died?

How do I report 
a tenant has 

moved in to my 
house?

I’m on a low 

income - can I 
get help?

When will I 
get my 
refund?

Why do I have 
a reminder?

How much is 
my next 

payment?

How much 
have I paid 
this year?

How much do 
I owe for this 

year?
Can I make a 

payment?

I live alone 
and need a 
discount?

Why do I have 
a reminder?

How much is 
my next 

payment?
How do I 

change my 
Direct Debit?

How much 
have I paid 
this year?

What will the 
impact be on 

IT?

Will councillors 
approve?

Does this 
align to our 

digital 
strategy?

This doesn’t 

link with 
legacy IT 
systems?

We can build 
something in 

house?

What about 
accessibility?

Planning are 
already doing 
something?

What about 
Procurement?

It sounds 
expensive?

What will the 
impact be on 

our 
customers?

Can it really 
save that 

much time?

How will this 
effect 

vulnerable 
individuals?

Rev’s and 

Ben’s already 

have a 
solution?

How many 
years will it 

take?

Will this 
technology 

replace jobs?

How much will 
we be saving?

We probably 
need to do 

more 
research?

How much 
will it cost?

When will we 
see the 

benefits?



Why do we need 
to Innovate?



TIME2008 2018

Digital Offset Effect



Digital Offset Effect
in action (Calls)

Calls Online Access 

45%
reduction in 

calls

50%

Increase in website 
traffic



Digital Offset Effect
in action (Calls)

Calls Online Access 

45%
reduction in 

calls

50%

Increase in website 
traffic



Start with the  
Facts & Figures if you have them…



Shouldn’t Local Government be monitored by one big 

dash board? Is this the future…



If you have accurate figures it gives you a good starting 
point for a business case…



Huntingdonshire District Council
Started with a set of simple objectives within their 
Channel Shift Strategy;
• Reduce incoming calls by 20%, 
• Reduce unstructured email by 33%
• Reduce F2F Meetings by 25%
• Reduce printing and postage by 25%
• Reduce re-keying of online forms by 50%
• Replace legacy CRM application with CRM lite, etc

What are we 
trying to 
achieve?



Huntingdonshire Channel 
Shift Business Case

HDC 
Annual 
Phone 
Calls 

received

Target 
Reduction

Result

HDC 
Annual 
Email's 

received

Target 
Reduction

Result
Face To 

Face 
Meetings

Target 
Reduction

Result

Benefits 4000 20% 3200 150 33% 101 14000 25% 10500

Council Tax 8200 20% 6560 2200 33% 1474 2700 25% 2025

Ops Street Scene 22000 20% 17600 5000 33% 3350 350 25% 263

Housing 9300 20% 7440 200 33% 134 4900 25% 3675

Planning 7400 20% 5920 360 33% 241 550 25% 413

Payments 4600 20% 3680 60 33% 40 3300 25% 2475

Elections 4500 20% 3600 50 33% 34 230 25% 173

General 4000 20% 3200 800 33% 536 2500 25% 1875

33%

Total 64000 20% 51200 8820 33% 5909 28530 25% 21398

Estimated Cost per 
transaction

£3.30 £3.30 £2.00 £2.00 £16.50 £16.50

Total Cost £211,200 20% £168,960 £17,640 33% £11,819 £470,745 25% £353,059

Saving £42,240 £5,821 £117,686

Total Saving £165,747

What are we 
trying to 
achieve?



Huntingdonshire District Council
Hunts recognised that IEG4 could support;

• The reduction in F2F, calls, email & standard post (to save £)
• Improve internal processes / automation (to save £)
• Replace the functionality of legacy back office systems;  

(more modern appropriate systems)
• Reduction in paper documents being submitted
• A golden record of the customer (improved customer insight)
• Sharing of eForms, shared learning from RPA

Why are we 
doing this?



Huntingdonshire District Council
Customers are key:
• Improved customer journey to meet ever 

changing demand
• Digital access to all services 24/7
• Reduction in the requirement for residents to present 
• physical evidence / identification
• Reduction in paper documents being submitted
• Happier staff able to focus on those customers that require

support

Who will 
benefit from 

this process?



Completing the circle…



Outcomes in March 2018

45%
reduction in 

calls

18,865
digital accounts

39%
reduction in 
office footfall

Exceeding the 30% 
April 2018 Goal Early

Of which 32% are 
over 55

Exceeding the 30% 
April 2018 Goal Early

100%

Benefit claims are 
delivered entirely online

102%

Increase in the number of 
services completed online

50%

Increase in website 
traffic



Outcomes High Peak BC (March 18)

191  Live Online 
Forms Received 44619 online 

forms (March 2017 – 18)

46 forms have 
trackable OneVu

processes 

182 built with 
eDesigner

3718 per month (this 
is increasing)

Increasing all of the 
time

1 Customer Service 
Office Closed 

OneVu Reporting 
helped to justify closure

Integrations, Civica Revs & 
Bens, Info@work EDMS, 

Civica APP, Northgate Paris 
Payments, RBV, IDOX

Other integrations in the 
pipeline, housing & licencing

Between £200 -
£300K in calculated 

savings 

Conservative figure of 
£600K over 3 years



Thankyou for Listening
www.ieg4.com


