MISTAKES MADE IN CHANNEL SHIFT
1. DO NOTHING
The conversation in the room was around the fact that due to a number of barriers such as Culture Change, resistance from Senior Management, the concern of Risk and in some cases, general apathy, a number of public sector organisations were not involved in any channel shift activity. The consensus was that this was a mistake as “Channel Shift” was still possible with calculated risks being taken and the opportunity to bring the citizen with them on the journey in the current climate but in 12/18 months time, Channel Shift would become “Channel Shove” with big risks being taken and citizens being forced to use channels with others being switched off.
2. NO CORPORATE PLAN
A number of the organisations in the room pointed out that various service areas had been deploying Digital First solutions but as “point solutions” and not part of a Corporate Channel Shift strategy which meant some of the technology/processes would be difficult to join up. A Corporate Channel Shift plan will remove these issues. 
Manchester City Council have corporate channel shift plan: Finance Scrutiny Channel Shift
3. NO CLEAR OWNERSHIP
The Channel Shift Corporate Plan needs to be clearly owned by someone or a team of people who responsible for delivering the outcomes.
4. NO POLITICAL BUY-IN (MEMBERS)
Without buy-in from members, achieving Channel Shift could/will be difficult. Here we have the Political Dimension - what's in it for them?
“More self-service transactions gives our advisors more time to focus on more complex cases or more vulnerable customers”
· Moved Adults Health and Housing into the Contact Centre
· Put more staff into the Children and Young Peoples skill set
· Moved staff onto the Welfare Reform agenda
· Lowered the cost of administering the Local Assistance Scheme

5. BUILDING WITH WRONG BLOCKS (SYSTEMS/PEOPLE/SUPPLIERS)
Channel Shift & Digital By Default requires the right technology, partnered by the right suppliers and deployed & used by the right people.
6. ASSUMING SIMPLE PROBLEMS HAVE SIMPLE SOLUTIONS
7. NOT LISTENING TO THE CUSTOMER
8. FORGETTING DIGITALLY EXCLUDED
Two great articles by Kate Bentham at Shropshire CC highlight how Channel Shift & Digital First strategies can seriously impact the Digitall Excluded:
No Money, No Food, No Problem: Go Online!
https://benthamtowers.wordpress.com/2013/03/25/no-money-no-food-no-problem-go-online/

Channel Shift or Channel Shove
https://benthamtowers.wordpress.com/2014/04/04/channel-shift-or-channel-shove/ 
We also ran a session on Digital Inclusion at a previous #channelshiftcamp, the content from which is here: Digital Inclusion session - #channelshiftcamp NORTH
9. OVERCOMPLICATING ISSUES
10. SHIFTING WITHOUT A BUSINESS CASE
Without a business case, how do you know what might be saved, is it going to be cheaper to move online, what are the baseline costs etc.
Here is a really useful business case laid out by Blaby District Council: Blaby DC Channel Shift Business Case
11. ENGAGING WITH OTHER SERVICE AREAS & BACK OFFICE
12. NOT USING CUSTOMER BEHAVIOUR/INSIGHT
13. [bookmark: _GoBack]IGNORING PRIVATE SECTOR EXPERIENCE

