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Our New Customer Service Strategy + Digital

Digital is a key 
principle of the 
new Customer 
Service 
Strategy and a 
golden thread 
running 
through it…

Automation 

is 

fundamental 

to making 

digital work 

effectively.
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New Customer Service Charter + Digital

Our new Charter tells customers what they can expect from us…but also what we need 

them to do to help us meet their needs better – including digitally. 

Automation makes digital easy and helps us all achieve better outcomes.

All bots use automation, but not all automations are bots……..
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Let’s Play:  Sorry, Wrong Number

Question 1: 
• How Many Customer Interactions made via the 

Customer Service Centre in 2023/24 Needed 

Human Agent Assistance? (Nearest 100)

Question 2: 
• How Many Customer Interactions Through the 

Customer Service Centre in 2023/24 Were 

Entirely Digital Self Service? (Nearest 100)

Question 3: 
• How Many Customer Interactions Through the 

Customer Service Centre in 2023/24 Were 

Handled Entirely by 24/7 Voice Automation ? 

(Nearest 100) ?

Question 4: 
• What Percentage of Digital Self Service 

Interactions in 2023/24 Had Some Form of 

Automation ? (Nearest 1%)

ANSWER = 150,079

ANSWER = 443,283

ANSWER =  46,942

ANSWER = 100% !
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At last SLF we said...So we have a 
Pipeline of  Automation Projects using 
different approaches.

Within Argyll and Bute Council both the ICT Team and the Customer 
Engagement Team have the expertise to help Services build low code and 
RPA solutions. They are currently developing:

- An Airport Landing Payment application for Oban airport with 
an integration to the voice automated telephone payment line

- Automate Educational Attainment quarterly school returns of 
80+schools

- Automating Subject Access Request documentation conversion

- Low code application for booking Oban Pontoons Berthing 

- An under 22 year old free travel application service with 
automated update of the Education SEEMIS system.

+ Events Management Automated Application Mgt & Approvals 

Superceded by Food 

Control Mgt App.

In Development

So here are 3 very quick case study examples...
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Case Study 1 

Subject Access Request Document Conversion

Converting SAR files of various formats into Pdfs

From this……

To This

https://www.ardrishaig.argyll-bute.sch.uk/wp-content/uploads/vids/SARs-Document-Conversion-Demo.mp4
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Case Study 2 

Oban Pontoon Boaty Booking

Pre-Booking, Payment, Berthing Management and Security Access Solution

https://www.ardrishaig.argyll-bute.sch.uk/wp-content/uploads/vids/Oban%20Pontoon%20Form%20and%20Payment.mp4
https://www.ardrishaig.argyll-bute.sch.uk/wp-content/uploads/vids/Oban%20Pontoon%20Security%20Codes.mp4
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Case Study 3

Events Management Solution

https://www.ardrishaig.argyll-bute.sch.uk/wp-content/uploads/vids/Events%20Automation%20Video.mp4
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Don’t be Confused by AI & Bot Blather

The 7th Principle of                  is:

Bots are an increasingly important 

enabler, but digital Automation 

comes in many forms and many of 

the most powerful efficiencies can 

be achieved by simple rules based 

automation (+process review!), as 

well as RPA, AI Automations or 

blends of all of them…
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Our Pipeline of Low Code Apps Development and 
Automations for the coming year (Subject as always, to change)
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