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Why…

• Recognition that residents and businesses 
need and expect 24/7 access to services

• Successful introduction of web chat
• Launched our My Telford app
• Extensive digital platform with over 250 

intuitive web forms
• Where next….



How….

•Products available

•Demo’s

•Spoke with other Local Authorities

•Project/turnaround

•The name!



How…

•Sign posting for website

•Common questions made into hint cards

•Phone messaging

•My Telford

•Social Media



Success…

• 13,500 queries
• Live in over 16 services and adding all the time
• 4 new services into the contact centre at no extra cost
• 33% out of hours contact
• 99% Customer Satisfaction
• Ability to add knowledge easily and quickly (Flooding, Council 

tax Rebate)
• Longest wait time’s reduced by 20%



Success…
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18/19 – 22/23
21% reduction in total call volumes
➢ Resulting in 4 new services
42% reduction in Neighbourhood Services calls
➢ 25% increase in reports online
22% reduction in Highways calls
➢ 56% increase in reports online
50% reduction in HB and CTR calls
24% reduction in Switchboard calls
38% increase in Change of Address reporting 
online
69% Reduction in webchat



The Future…

•Assistant led automation

•Voice digital assistant

•Generative AI

•43% deflection of inbound calls



























 

mailto:mellis@apse.org.uk

	Slide 1: ‘Ask Tom’ Applying digital solutions efficiently & effectively
	Slide 2: Why…
	Slide 3: How….
	Slide 4: How…
	Slide 5: Success…
	Slide 6: Success…
	Slide 7: The Future…
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20

