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Chairman’s Foreword and Acknowledgements

Councillor Anthony Johnson: Chairman of the Scrutiny Task Group

In October 2010, Martha Fox, then the UK Digital Champion, produced a report with
the results of a review carried out by her and her team, on the Governments’ flagship
web site Directgov.

Her report set out recommendations around not only how the site could be improved,
but also as to how the site could be used better to communicate and interact better
with citizens, and ultimately deliver efficiency savings.

Her recommendations resulted in a number of changes in the Governments
approach to online services.

Arising from the recommendations, a whole new team, Government Digital Service
was created. They are responsible for the delivery of the Digital by Default initiative,
and who in turn have produced the Governments Digital Strategy, which sets out
their plan to ensure quality, straightforward and useable online applications for
citizens of the UK.

The strategy is cross-departmental, and whilst it does not specifically apply to local
government, many of the principles set out in it have relevance to the services we
deliver.

With this initiative comes not only the technology changes required to deliver
services online, but also the perhaps more difficult task in moving our citizens from
conventional and reassuring channels, to a digital replacement.

We acknowledge that not all of our citizens want to or are able to use the digital
channel for a multitude of reasons.

This report aims to identify whether in championing digital as the preferred channel,
that we are excluding citizens from access to some services, and therefore creating a
two-tier society and digital divide.

| would like to thank, on behalf of the panel, Karen Gillis the Council’'s Customer
Relationship Manager, for all her commitment and support to members in
undertaking this review. Her input was invaluable.




1.0 Introduction and Terms of Reference

1.1

1.2

1.3

2.0

During the process of agreeing the Scrutiny Work Programme for 2012/2013
the Council’s Overview and Scrutiny Commission agreed to look at ‘The
Digital Divide'.

The aim of the review was to assess the extent of the digital divide in St
Helens and how as a council we can overcome the key barriers to
connectivity and communications technology for our residents.

The terms of the review were as follows:

To establish what council services are currently available on-line.

To identify the benefits of on-line access to the individual and to the Council.
To identify any future proposals for additional on-line services, what
efficiencies will be created and how they will improve outcomes for residents.
To investigate how the most digitally excluded residents in the borough can
be assisted to embrace online delivery of public services.

To assess how government and private sector led initiatives to encourage
more people on line can be taken advantage of locally.

Method of the Investigation

We undertook the review by using the following methods:

3.0

3.1

3.2

3.3

We had a background presentation which explained the current council
services that are available on line

We undertook desktop research — what were the real benefits? - how easy
was it to get access and what gaps could be identified.

We also undertook a Channel analysis in respect of the stats as to the
current use of the Council’'s website

Background

In 2012 the Council undertook a project to fundamentally change the way we
presented our services over our web site.

The project radically changed the look and functionality of the web site,
making the presentation more thematic, more interesting, more accurate and
more concise.

It was deemed that the economic climate at the time of the changes, was right
for the promotion of many of our Council services through a ‘digital’ channel,
offering our residents as many self-service features as possible, reducing the
time spent by officers in dealing with their requests, and therefore reducing
the costs associated with delivering those services to the public. In addition to




3.4

3.5

3.6

4.0

the benefits for the public, the same self-service features were to be used by
Contact Centre staff, freeing up resources in the back-office in doing so.

The main objectives around the project were to produce:

A clearer Home Page based on key Themes

Easy to find links to the most popular web pages, based on tasks
A more logical Content Management System

Retaining the A-Z of Services

A better Search Facility

Better and more logical ‘Shortcuts’.

All Forms should be available on-line, and where possible allow for
completion on-line

Maps so that all content has an associated location map
Self—Service options wherever possible

Better use of Customer Registration for other purposes
Development of Customer and Business Portals.

Compliance with e-Democracy requirements for on-line petitions
Compliance with Transparency requirements

The web site has been built with the customer at the heart of it, by
recognising that their expectations now go beyond making a phone call in
office hours, or visiting our Contact Centre. There is an expectation that they
can do the relevant business, and make relevant communication with us
when they want to and from where they want to.

At the same time, there is an ever-increasing demand to provide services to
the public and our partners in a similar ‘365/24/7’ environment, and Council
services need to rise to that challenge, and one of the most effective, and
efficient ways to do this is to provide an appropriate online service wherever
possible.

Findings

Digital Divide and Take up of Services

4.1

4.2

4.3

4.4

The council’'s web site offers a wide range of online services, such as bulky
rubbish collection bookings, bin re-ordering, problem reporting, payments, job
applications, to name but a few. A full list of services can be found at
Appendix A.

Take up of those online services varies across departments. Our bulky
rubbish collection request has probably the highest rating, with around 25% of
bookings coming in over the online application.

Another favourite is the recycling and bin collection calendars, with around
20,000 downloads within the last 12 months.

Since the implementation of our new look web site, we have experienced an
increase in traffic to the site. During 2012-2013 we had 1,075,534 visits,
534,029 of which were unique visitors, who viewed 3,194,023 pages over that
period.




4.5 The main areas of interest for our visitors were .........
Page Title Pageviews % Pageviews
1. Home 624,091 19.54%
Jobs and careers 472,774 14.80%

St.Helens Council - Planning Public Access

3. Information 348,876 10.92%
4. A-Z Services 70,347 2.20%
5. Contact Us 62,088 1.94%
6. Recycling rubbish and waste 50,401 1.58%
7. Make a payment 45,671 1.43%
8. News 37,644 1.18%
9. Schools In St Helens 32,503 1.02%
10. Council Tax 31,537 0.99%
4.6 In addition to this there were seasonal searches for information such as

Christmas, weather and refuse collections.

Mobile St Helens

4.7

4.8

4.9

4.10

As the web site changed, St Helens Council also deployed a mobile
application* to the residents of the borough. The app allows on the spot
reporting of environmental and other issues, as well as providing a source of
information for residents on the move, through their device of choice. It also
allows access to self-service areas of our web site.

Take-up of the app is now increasing, and evidences the fact that customers
will communicate with us happily using this new and innovative channel.

We can consider the delivery of our services via mobile phones and
smartphones in a number of ways. From ensuring that we as St.Helens
Council keep up with customer technology access habits, and that our
services are available 24/7, to the bottom line cost savings that these
channels can deliver.

Research shows that citizens are taking to mobile commerce/applications in
such a way that has not been seen before. There is an unprecendented
willingness to to engage in mobile products, that wasn’t evident in the early
days of the internet.

*http://www.sthelens.gov.uk/mobileapp / sthelens avalable from Play Store or iTunes free of

charge

4.1

Market leaders predicted that 2011 would see a key change in that the
popularity of m-commerce would continue to rise. Greater importance will be
placed on the context of m-commerce*, through the enablement of ‘web-




services’ using location and GPS data, in attempts to further personalise the
experience for our citizens.

4.12 Access to services is changing constantly, and more and more people want to
access shopping, entertainment and information 24/7 and importantly, whilst
they are on the move.

4.13 Mobiles have moved on phenomenally with Smartphones, i-pads, i-phones
and tablet technologies heading up the race. Local authorities need to
recognise these trends, look to embrace them and utilise them to their
advantage, whilst still considering our citizens.

4.14 The following facts are an indication of the power of mobile, and the
behaviour of the public.’

e 2 million iPads were sold in the first 59 days after release, which equates to
one iPad sold every 3™ second (Apple, 2010)

e Mobile advertising is expected to grow to £355m in Britain by 2014 — PWC
2010

e 45% of mobile users have a smart phone
e 50% of mobile users start their activity with a search
e 90% of all apps are deleted in 30 days

e 25% of Android searches are made using Voice search technology (Google,
2010)

¢ 1 billion mobile phones were bought in the first 14 years — 1 billion mobiles
sold in the last 12 months

e 48% of social media users check Facebook / Twitter after they go to bed.

¢ |nthe UK, 81% of mobile media users access mobile media more than once a
week with 46% using it daily (MobiAd News, 2010)

e 7.1 million British citizens now access the internet through their mobile
phones (Internet Monitor Survey, 2010)

e Each month in the UK, 4.2 million consumers visit retailers’ websites using
the mobile internet (GSMA & Comscore, 2010)

e Despite the recession, over the last year m-commerce has accounted for
nearly £123million worth of goods sold in the UK and this is predicted to
double by 2013 to £275million (eBay & Mobile Marketing Association, 2010)

¢ iPad applications have downloaded over 35 million times (Apple, 2010)
e The UK has over 83 million mobile phone subscribers
e Onein 7 UK citizens have a Smartphone

11 Information is taken from http://www.itsdigitalmarketing.co.uk/
*http://www.computing.co.uk/ctg/feature/2027819/mobile-commerce-business-drivers



http://www.itsdigitalmarketing.co.uk/

4.15 The facts stated are indicative of the fact that we as a Council need to include
mobile users, their needs and requirements in any customer facing digital
developments embarked on by the Authority. It's imperative that we should
not only ‘think web’ ...but ‘think mobile’ as well!

4.16 The adoption of mobile technology in relation to our frontline Customer
Service is a key enabler in endorsing our services, service take-up,
communications and intelligence gathering.

4.17  Whilst considering that presenting digital solutions may exclude some of our
demographic, it must be acknowledged that mobile devices now make our
online services more accessible than when the only available option to deliver
them electronically, was via the Internet running over a traditional PC.

Developing Our Services for Online Delivery

418 Since the Implementing Electronic Government (IEG) initiative in 2005,
whereby local government were charged with presenting as many of their
services electronically via their respective web sites, our departments have
strived to represent their service to the public over all available channels.

4.19 During that period, the then Government developed a scheme of National
Projects, which developed key services such as online school admissions and
the planning portal.

4.20 All schemes developed under this project were adopted by St.Helens and
most of the UK local authorities. The applications formed a basis on which to
build other similar systems for those key tasks most required by our citizens.

4.21 In addition to the applications listed in Appendix A, services still strive to
deliver functionality over our web site, be it by simple online or downloadable
forms, or by the development of full-blown online applications.

4.22 Up and coming developments will include:

e Customer Portal - enabling secure, personalised access to key account
based services

e Business Portal -enabling access to relevant business related services

e Document libraries

e Online Leisure facilities bookings

¢ Online Leisure Membership signup

e Pupil Payments — meals, travel, activities

e Public Health Services

e Service Directories

e Blue Badge Applications

e Welfare Applications

¢ Newsletters

e Appointment booking

e Web Chats

Benefits to our Customers




4.23

4.24

4.25

4.26

Whilst not a definitive list of future developments, these improvements to our
current online offerings, will surely enhance our customers experience of our
services, allowing them access to us and their transactions with us, at times

and places convenient to their lifestyles.

There are many reasons as to why delivery of these and current services via
electronic means would benefit our customer. From convenience to inclusion
the benefits support the development of such services.

In order to realise the full benefit of these developments, they must be
supported by efficient and effective back-office systems, and commitment to
them from their associated officers.

We must also consider how our customers will access our services, in as
much as we must ensure that we can deliver digitally over any chosen device
to the same level of quality and effect.

Inclusion of the Excluded

4.27

4.28

4.29

4.30

4.31

4.32

There are many of our citizens who have been born into a digital era, for
whom technology is embedded in their daily lives. But what about those at the
other end of the spectrum, for whom digital technology and the pace it is
evolving at is confusing and even terrifying.

There are currently 8.2 million people in the UK who are digitally excluded (of
which 5.7m are people in later life). This number has dropped from 10m in
2009, largely thanks to the efforts of RaceOnline which is a National
Campaign - "to make the UK the world's most digitally capable nation" -and
its associated partners.

This section of society can be placed into 3 categories:

older people
citizens with disabilities
low income families.

A report by the International Longevity Centre UK analyses data from the
English Longitudinal Study of Ageing on the behavioural traits of older people
and internet usage.

The report advises that those using the internet feel more in control of various
aspects of their lives, while those who don't use the internet feel more isolated
and lonely than those who don't. Not only that but senior citizens not
connected to the internet are less likely to be able to take advantage of the
cost savings and offers available online, for example by banking or shopping
on the web.

A survey by UK Online Centres last year found there are tangible benefits to
being online, with 87% of respondents saying their lives had changed for the
better since they started using the internet. Other results included:

* 90% said the internet had helped them learn new things



http://raceonline2012.org/

4.33

* 85% said the internet helped them keep in touch with family and friends
* 63% said the internet had helped their general confidence

We know there are consistent common reasons that, specifically, put older
people off getting online. They are:

Not knowing ‘how it works’

Lack of confidence

Worry about ‘doing something wrong’
Safety and security issues.

Channel isn’t suitable

Don'’t want to use

So how can we include the excluded?

4.34

There are many initiatives to include those citizens who are by design or
default, excluded from digital services. These have ranged from the provision
of PC’s and the associated support required in order to operate them, to
social occasions to break down the barriers around accessing the Internet.

Age UK

4.35

4.36

4.37

4.38

In particular AgeUK have developed a substantial support network for the
older generation, using their web site and their annual myfriendsonline week
— an event geared around helping older people discover the social side of the
Internet.

The site is interactive, with advice around courses, A-Z Computers and the
innovative Gransnet, which encourages social conversation by its users. This
is social networking site for grandparents. Launched in May 2011 -
http://www.gransnet.com/info/about

Events are held around the country, which could be replicated anywhere —
such as the Itea & Biscuits sessions.

Whilst this sort of approach is great for those ‘Silver Surfers’ who are mobile
and socially active, there is still an element of the demographic that are
possibly unreachable.

Adopt a Care Home Scheme

4.39

4.40

Adopt a Care Home, is an initiative that encourages young people from
schools, colleges, the Duke of Edinburgh's Award scheme and other groups
to go into homes and help residents to get online. It is the brainchild of Lilla
Harris, a former nurse and care home manager who wanted to do more to
help residents start using the internet. She founded, with her partner Howard
Bashford, the free network Finerday, which aims to encourage older people to
share messages, pictures and memories with family and friends — helping to
prevent them from becoming isolated as the world moves online.

The Adopt aCare Home website - http://www.go-onadopt.com/ offers advice
and techniques as to how to engage our older residents with the digital

10



http://www.go-onadopt.com/
https://www.finerday.com/Default.aspx
http://www.guardian.co.uk/technology/internet
http://go-onadopt.com/
http://www.ageuk.org.uk/work-and-learning/technology-and-internet/events/myfriends-online-week/

experience. It also offers the facilities for schools, colleges and organisations
to sign up to the scheme and actively take part in it.

Engagement with our Young People

4.41

Engagement with the young people of St Helens is also a vital piece of the
digital by default puzzle. The provision of a dedicated Youth Website has
been well received by the young people of the town, and has been positively
highlighted in the recent Ofsted report —

‘The youth service web site ‘youth action zone’ is an excellent example of
children and young people, including those with a disability, designing advice
and information services for others to use.’

4.42

4.43

4.44

4.45

4.46

With the continued increase in the number of Smartphone users, particularly
within the demographic that would be categorised as ‘young persons’ it is
recognised that we must embrace this particular channel, when attempting to
engage with this demographic in every aspect of the services that affect them.

This would ensure that St.Helens Council continues to support and effectively
communicate with our young people.

We have made great progress in that engagement with the dedicated young
people’s web site YAZ, and this should be seen as a potential vehicle to bring
on board, those not currently ‘signed up’ to digital services.

This will be a vital element of the approaching electronic electoral registration
process, in order to increase the interest and uptake of the young people of
the borough in relation to democracy.

According to the Annual Childwise monitoring survey, based on interviews
carried out in autumn 2011, and as reported by the BBC in January 2012.....

Around 61% of 7-16 year olds have a mobile phone with internet access

The survey of around 2770 children, indicated that they use their mobiles for
an average of 1.6 hours a day

The biggest trend in children's use of gadgets, according to the report from
the market research company, is the growth in Internet use through mobile
phones.

Talking, texting and accessing the Internet are now reached through the
mobile - with more than three-quarters of secondary-age pupils now using
mobiles to get online.

The way children use media through the day is also changing, says the
research, suggesting a push-button, on-demand culture, which is moving
away from scheduled television programmes.

Before school, children are now more likely to play with their mobiles than
watch television.

11
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4.47

When children get home from school, instead of rushing to switch on the
television, they are more likely to reach for the Internet.

When children are reading at home, it is more likely to be through a screen
rather than a book or a magazine.

Even in bed at night, the mobile phone is being used by 32% of children
across the five to 16 age ranges.

It also seems to be approaching game over for old-style PCs in children's
bedrooms - which have been replaced by laptops and tablet-style computers.

Facebook remains the most popular website - used by 51% of children in the

week before the survey - but the researchers suggest that it is showing signs

of having "fallen back".

The facts stated are indicative of the fact that we as a Council need to move
to embrace the media most used by the young people we are trying to
engage with, and to include their requirements in the roadmap for St.Helens
Council’'s m-commerce strategies.

Mobile Devices

4.48

4.49

4.50

4.51

Since the concept and introduction of the internet into our lives, the devices
which we can access it from have become more and more sophisticated,
although much easier to use.

What was once a ‘hard to come by’ device, is now seen as the norm, in the
fact that we expect to have touch-screens on our phones, PCs and tablet
devices. Products are more portable than ever, and are being used to replace
the traditional offerings such as the common and garden paperback book!

We can’t underestimate that whilst not everyone uses the Internet, many of
them have devices that are capable of doing so should they require it.

E-reader technology now as a matter of course act as a mini-tablet device, as
stated throughout this document, our phones do this as a matter of course, so
the trick is how to get our customers to embrace the technology and take it a
little bit further, by using it to do those simple tasks?

Increasing Take up of Digital Services

4.52

4.53

If we are to increase the take up of our online services, then as an
organisation we need to commit to doing just that. This is not going to happen
overnight, our customers will need to be convinced that by using our online
services, something is actually going to happen at the back office, and their
request will be fulfilled.

We also need make sure that our systems are robust, can deal with demand,
and are simple to use. The new CRM (Customer Relationship Management)
will be key to these systems, and will save time and effort for customers, by
personalising their experience with us.

12




4.54

4.55

4.56

4.57

We must also look to make use of our public access points, ensuring that
customers can avoid queues and officer time, by having simple points of
access to allow them to do business with us.

Increasing take-up is a challenge; it involves a massive culture change, more
so from some of our services, than potential customers.

As detailed in other paragraphs, there are many ways in which to engage with
our customers who haven’t yet experienced the digital journey. As an
authority, we need to plan carefully and execute that plan with a commitment
to deliver and actually make a difference.

As we commit to and deliver a better online experience for our customers, we
must look to utilise the efficiencies that should come to the back-office in
doing so.

Typical transaction costs as portrayed by SOCITM are:

- C 22

15p £2.83 £8.62

Source: Socitm Insight better Served February 2011/ The Noun Project

4.58

5.0

5.1

5.2

However, a full costing exercise would need to be carried out across all
services in order to identify any potential monetary or efficiency savings.

Conclusions

The question we asked at the beginning of this review, was by implementing
a digital by default approach to Government services, and then ultimately
local government services, does the ‘Digital by Default’ approach by
Government, create a digital divide amongst our customers? In short, the
answer is yes but this doesn’t mean that it's as bad as it first sounds.

We recognise a need to respond to the challenge set out by Government,
with little or no extra resources to enable us to do so. However what we do
have is technology, expertise and some resources, which can help increase
the take up of our online services. It is important that we make the
commitment as an authority to do that by releasing the simplest of solutions
as digital options.

13




5.3

54

5.5

5.6

5.7

5.8

5.9

5.10

5.11

5.12

5.13

The Government are undertaking the project relentlessly, with services that
traditionally have been presented face to face, or by paper etc are now
becoming a digital experience only. They are aiming for a blended approach,
but with an emphasis on digital solutions.

We have to concede that whilst we can increase our take-up, we are always
going to have a factor of our demographic, which is unable or doesn’t want to
use our services in this way. In order that the digital divide does not become a
chasm, we must ensure that our services and our systems can cater for this
element of our customer base, as well as encouraging local initiatives to
assist in helping realise an increase in take-up and availability of digital
services and access to them.

In addition to this, we must realise that we have a customer base that can’t or
simply wouldn’t use digital services. The challenge is to ensure that this
cohort of our population receive a service that is on a par with those delivered
digitally, without compromising our back-office service.

Although a key point of contact for our customers, the web site is not the only
mechanism of contact that should be considered when addressing the digital
services conundrum.

Our customers are from all walks of life and need to address business with
the Council on their own time and by their preferred method. This could be
the traditional telephone call and the need to speak to someone, or by using
the web site presented by their PC or through their mobile device.

As a Council, we need to recognise the fact that our services need to present
their business consistently over any ‘mode of transport’ in a manner suitable
for the needs and sometimes, ability of our customers.

Whilst considering our approach to delivery, we must understand the different
levels of ability, requirements and culture of our Customers, when using our
services.

According to a National Audit Office (NAO) survey, whether people live in a
rural or an urban area appears to have little impact on their Internet use - but
age, socio-economic group and disability do appear to make a difference.

For example, nearly half of those who remain offline are over the age of 65.
The NAO urged the government to quickly help those people not on the
Internet to use digital services in order to avoid a "them and us" problem.

Based on the survey, it is envisaged that government departments need to
plan for around four million people in England who are likely to need help in
using online services.

Locally the figure will not be as high, but there will be a portion of our
customer base that either cannot or will not use digital services.

14




5.14

5.15

5.16

5.17

5.18

5.19

5.20

6.0
1.0

Whilst many of our services are represented on the Council’s web site, it is
clear that the site is not used to present online those processes which are
seen to be manual or too complicated’ for the web site.

Since the Digital by Default report created by Martha Fox, there are many
initiatives which have sprung up across the country, to enable and instigate a
wider take-up of digital services. Particular focus on the ‘digitally challenged’
elements of the population has been made by housing associations, who
have literally raced to assist in the Race Online 2012.

In the report ‘Digital by Default, The case for Digital Housing’, housing
associations are encouraged to be proactive in helping tenants get online, by
figures proving the case, such as —

£3.1bn in total economic benefits from bringing these groups online include:

— £340m in annual savings for landlords in communications costs alone;
— £530m in annual consumer savings to tenants;
— £360m in annual savings to local government

Housing and social landlords are given a call to action in the report to help
their tenants by offering low cost computers and connectivity, and
encouraging their staff to become digital champions for the cause.

Hence, many of the Go On initiatives are being led by housing associations.
The Go On challenge is picking up momentum across the country, with many
regions picking up the initiative and developing partnerships with local
businesses and educational establishments.

We have made substantial investments in technology solutions in our local
libraries. These are well used and available. The use of such outlets should
be promoted to our services, as a mechanism of delivery of the guidance and
support required for participating members of our public.

The future is a challenge, and whilst there are efficiencies in delivering
services in this way, the initial costs and resources required to achieve those
efficiencies and solutions need to be carefully considered and appraised
against the benefits of doing so.

Recommendations

Council Web Site
That council services embrace the web site as a vital part of their service; a
first point of call for enquiring customers and should ensure that content is

representative of the customer enquiry journey so that key information is
made readily available.

15




2.0

3.0

4.0

That information published through other mechanisms be consistent whatever
channel is used.

That a Customer Engagement strategy be developed to further support and
strengthen our approach to the implementation of digital services.

Technology & System Design

That Mobile technology be reflected in our customer facing developments,
and particular consideration be given to the development of mobile apps.

That knowledge of service users and the implications for digital and assisted
digital service design be developed and applied to all system specifications.

That consideration be given to further use of Interactive Voice Recognition
technology (IVR), to enable those customers who prefer to use the telephone,
to access our services without waiting in a queue for an operator.

Our Customer

That the take up of Council services through digital mechanisms be
encouraged further and ways in which this can be achieved be identified and
implemented.

Initiatives / Campaigns / Housing Associations
That consideration be given to introducing a Digital by Default strategy which

gives guidance and structure to the Council’s approach to online services for
the Council as a whole.

A full list of possible considerations for all of the above sections, are available in
Appendix B.

"Appendix A.pdf"

"Appendix B.pdf"
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Technology and a Two-Tier Society — ‘The Digital Divide’

Rec
No

Recommendation

Responsible Officer

Agreed Action and Date of Implementation

Council Web Site

That council services embrace the web site
as a vital part of their service; a first point of
call for enquiring customers and should
ensure that content is representative of the
customer enquiry journey so that key
information is made readily available.

That information published through other
mechanisms be consistent whatever channel
is used.

That a Customer Engagement strategy be
developed to further support and strengthen
our approach to the implementation of digital
services.

Technology & System Design

That Mobile technology be reflected in our
customer facing developments, and
particular consideration be given to the
development of mobile apps.

That knowledge of service users and the
implications for digital and assisted digital
service design be developed and applied to
all system specifications.

That consideration be given to further use of
Interactive Voice Recognition technology
(IVR), to enable those customers who prefer
to use the telephone, to access our services
without waiting in a queue for an operator.

Our Customer
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Technology and a Two-Tier Society — ‘The Digital Divide’

That the take up of Council services through
digital mechanisms be encouraged further
and ways in which this can be achieved be
identified and implemented.

Initiatives / Campaigns / Housing
Associations

That consideration be given to introducing a
Digital by Default strategy which gives
guidance and structure to the Council’s
approach to online services for the Council
as a whole.
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