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Introduction

Becky Box – Assistant Director (Central Services)



Council Information Centre

Jo Hillard – CIC Manager



Meet the Council Information Centre team



Overview of the Council Information Centre

• The CIC deals with customer enquiries received by telephone, at 
main reception, through online forms and web chat.

• The CIC deals with enquiries relating to:

Benefits   Housing
Care & Repair Income Payments 
Careline Licensing
Clean-up Lily
Council Tax & Business Rates Planning
Electoral Registration Switchboard
Environmental Health Waste & Recycling 



CIC’s response to Council Tax Energy Rebate
• Increase in Council Tax enquiries

• Providing support and advice to customers when making 
applications

• Checking on the progress of customers applications and payments

• Supporting the Scanning team with scanning application forms and 
bank statements

• Supporting the Revenues team with processing applications

*Statistics from April – November 2022



CIC’s response to the Cost of Living Crisis
• Providing support and advice to customers who are struggling 

with the rising cost of living

• Supporting the Lily team with enquiries relating to the DWP 
Household Support Fund

• Working closely with the Cost of Living Crisis working group

• Providing help and support to the ‘Warm Space’ located in the 
Welcome Centre



Customer service through digital channels
• Just under 5000 web chat conversations

• 86% of web chats prevented a call to the CIC

• 86% of customers using our web chat service rated it

• Work closely with the Corporate Web Team and 
Communications on website and social media updates

• Online forms play a big part in the CIC

• Supporting the Corporate Web Team to produce online forms
*Statistics from April – November 2022



Corporate Web Team Update

Andrew Howell – ICT Web Team Manager



Overview of the Web Team

• Our role is to manage the Council’s digital estate

• Continues to be a high demand for digital services

• Been a challenging year in terms of staffing and recruitment

• One developer post down since May 2022 and remaining developer 
left the team in December



Web Stats

Continued increase in number of visits and page views to west-norfolk.gov.uk

User 
sessions +/- Page views +/-

2018/19 973,741 - 3,266,076 -

2019/20 1,267,758 +30.2% 3,813,144 +16.8%

2020/21 1,787,746 +41.0% 4,535,442 +18.9%

2021/22 2,023,497 +13.2% 5,050,316 +11.4%

*Stats from 01/11 to 31/10 each year



New developments
• New websites launched for Visit West 

Norfolk and Sail the Wash

• New websites for Alive West Norfolk, 
Care and Repair & KLIC in 
development

• Start on new intranet project

• Website content for cost of living 
support, Planning Inspectorate review 
and multiple other websites



Future developments
• Most important challenge is the recruitment of suitably 

skilled developers

• Review of current web infrastructure and development 
roadmap going forward

• Intranet project workshops starting later this month

• Continue to work with service areas to facilitate further 
efficiencies and savings



Communications Update

Tim Baldwin – Communications
Philippa Sillis - Communications



Media relations



Covid information & support



One step greener



Cost of living support



Community Infrastructure Levy



Consultations &
Information sharing



Ukraine support



Media coverage





Articles



Graphic design





Graphic design - animations



Coverage



Social Media – Twitter Top tweets



Social media – Facebook: most viewed videos



Social media – Instagram & LinkedIn
The borough council Instagram account currently has 1267 followers on Instagram.

The LinkedIn account currently has 1835 followers. Visitor demographics below:


