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        Digital Transformation - 

embedding the aims and objectives 

of our 3 Corporate Priorities:  

Helping 

People to 

Become Self-

Reliant 

Making 

Smarter Use 

of Resources 

 

Supporting a 

Successful 

Economy 
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Bridgend Council ‘first and foremost, wants to meet the needs of our 

customers’ - feedback from Bridgend’s Budget Consultation, that 87% of 

Bridgend citizens want more council services online 

 

End-to-end integrated digital services will be built around the people who 

use them, meeting our priority of helping people to become self-reliant 

  

It is not wholly about designing processes for our convenience or around 

our internal structures but focusses on being truly citizen-centric, efficient 

and fit-for-purpose, making smarter use of resources through 

transformation aided by technology 

  

The availability and progression to excellent digital connectivity is also a 

major draw in attracting businesses to the Borough to provide sustainable, 

high wage jobs and therefore supporting a successful economy 
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Scan Station  

 
Problem = ambition to evolve customer services into a more efficient and effective ‘corporate front 

door’ into council services, mitigating routine tasks that do not require staff input creating the 

capacity to focus time and diminishing resources on vulnerable citizens with complex needs 

 
Solution = in 2018 78,000 documents scanned taking 13,000 hours. A self scan station will negate 

these routine tasks, promoting self service and streamlining the collating of documents, 

automatically indexing with back office systems and reducing service delivery times taken with 

scan and index processes 

What Are We Introducing: 

Chatbot 

 
Problem = limited modern, fit for purpose communication channels, that allows our communities 

to reach us on a 24/7 basis 

 

Solution = an online chatbot capability that can notify citizens of forthcoming events, inclement 

weather disruption, accept payments, book appointments, and generally interact via a channel on 

a 24/7 basis using local narrative that can be edited and controlled internally supporting a Wales 

of cohesive communities by enabling all communities to be well connected, informed and 

involved in decisions about their local area  
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What Are We Introducing: 

Centralising Energy Payments 

 
Problem = the current process is very time consuming and can result in duplication of effort. 

Paper bills are issued to each school and department, checks are not stringent and Business 

Support have little control over the overall process from receipt to payment. 

 
Solution = introduction of a Systems Link portal, consolidating all utilities payments giving 

ownership back to Premises Responsible Persons, reduced reliance on paper and printing, yearly 

comparators for performance monitoring with ambition to reduce energy consumption in line with 

the Wellbeing of Future Generations 2015 Act.  

Ask SARA 

 
Problem = the Common Access Point (CAP) which is the gateway to care management services 

is currently experiencing unprecedented demand, with no online capabilities that allow citizens to 

quickly and efficiently self-assess or self-refer. 

 

Solution = introduction of Ask SARA, an online ‘wizard’ that will guide individuals through a series 

of pertinent questions regarding their daily living skills, health and wellbeing resulting in a 

personal package of recommendations, deflecting demand away from the CAP and contributing 

to a healthier Wales. 



Diolch 

Thank you. 


