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Council Information Centre

Jo Hillard - CIC Manager
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Meet the Council Information Centre team
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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 A
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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
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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
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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
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Corporate Web Team Update

Andrew Howell - ICT Web Team Manager
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Overview of the Web Team

* Ourrole 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
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Web Stats

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

User
Page views
sessions

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
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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
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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
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Communications Update

Tim Baldwin - Communications
Philippa Sillis - Communications
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Media relations
Coverage by Category

01/11/2021 - 01/11/2022
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One step greener

fai, Barough Council of King's Lynn & West Narfalk News &
\"j Events

Puoklished by Tim Bakain @ - 3 Maech . @
Voluntears planted mare than 400 trees in under twa hours in
Sedgeford recently &

Instagram

=
On Tuesdey, 1 March 2022, Sadgefard Parish Council arganised the u—-# beklwn

planting of whips provided by the borough counal on green space m
vie Cloz

@h Barough Council o King's Lynn & Wt Norlolk Maws & @ Q ‘? - m
Events

bcklwn Volunteers planted more than 400 frees in under
two hours in #Sedgeford recently. @
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Every single one of us can play & role in tacking o
west Norfolc Andl we'ne shanng some ideas for w

Oy 7
O ek Kr m On Tuesday, 1 March 2022, Sedgeford Parish Council

bekdum I7's #FoodWastedctionWeek! [T organised the planting of whips provided by the

Find out how you can cul CO2 emissions by culling berough council on green space in Jarvie Close.
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Cost of living support

Borough Cawnl of King's Lynn & West Norfolc News &
Eueris
ubitzhosd by Luks B

i @ 28 Fa @

Low inoame, high energy DIIST IF you own your own home of Nave &
property that you kL you might qualify for help 1o make it mone
gy eMficent. You re mone likely to quality if your househald income
s liess tham 30,000, if you have children and if the propery’s EPC
Fating is O of lower. Fing aut more: call 0808 196 8255 o visit

#58 Borough Council of King's Lynn & West Norfalk News &
Events

Publzhed by Lule B o 2ol -

If you have ai-fired central heating, have you heard of #ThinkingFuel,
which is Commurity Action Morfolk community ail buying scheme?
s we come towards summer mary peaple think sbout topping up
when prices are cheaper, Community buying could help you save even

Facd for Thought Site Size is coming o South Lynn. The first fres hite
size sezsion will b held on Monday 24 October. Pop in any time
betwesn 10am and 1pm

This fam k- friencily grop-in secsson will inchude half 1enm acivities,
Norma's i King up @ sTorm and will shaw haw 1o
ke healtiy Putritious mesls on 8 budQet by shoping smarly snd
usire) low-cost ingredients.

Is your home
hard to heat?

i , Borough Cowncil af King's Lynen & West Morfol News &
= pverns

Publiched by Luke Burndge @ - 2 Apiil @
Peaple in Morth Lyrn can attend a senes of sessions offering help to
o0k Tasry and niantious 1000 on a buadgat thirough our Lily senice.
The sessions indude coaking on a budget. supermarks? swaps., fake
awey mesls, making meals g further and mary mans.
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This wesk se=zion of the “Food For Thought” run by Lily focuses on
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Borough Council of King's Lynn & West Morfolk News &
Events

Published by Tim Baldwin @ - & March - &

Residents in West Morfolk are being encouraged to check if they are
eligible to receive help under a time-limited scheme that could help to
help lacal householders offset the impact of any increases in their
energy bills, be warmer in their homes and lower their carbon
Emissions.

.

WEST-NORFOLK.GOV.UK

Homes in West Norfolk encouraged to
check eligibility for Green Homes Grant...
Homes in West Morfolk encouraged to check
eligibility for Green Homes Grant scheme ahead
of energy price cap increase - HOMES IN WEST..
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Community Infrastructure Levy

Gneat 1o s=e Wimbotsham recrestion equipment back to warking N .
arder with replacement of the zip-wire and repair 1o the cantilever £~ Borough Council of King's Lynn & West Norfolk News &
swing. This is anather community project that was helped funded by Events

Community Infrastrucbure Levy fundirg. Published by Tim Baldwin @ - 25 July - &

est-norfolcgov.uk). Sumpe af_funds..

i Boagh Douncd of Kng's Lesn & West Hoifoli News 8
B s

A £100,000 council-funded scheme to provide a superb new play area
on Howdale Park in Downham Market offigally opened yesterday,
Thursday 28 July. We talked to Frances, who is part of Friends of
Howdale Play Park about the project.
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°
Ukraine support
Borough Council of King's Lynn & West Norfolk News &
Events

Published by Tim Baldwin @ - 25 February - @
King's Lynn landmarks have been lit up in the colours of the Ukrainian
flag tonight and will be for the next seven days in solidarity with the
people of Ukraine, following the news that it has been invaded by
Russia.

Rewv Canon Dr Mark Dimond, Team Rector of King's Lynn Minster, led a
vigil outside King's Lynn Town Hall, which was lit up in the blue and
yellow colours of Ukraine.

Lynn school worker, Tanya, laid the first flowers for her native
Ukraine.... See more

The borough council and its Lily service is offering further support to
individuals arriving from the Ukraine, in the shape of a voucher or
items, to fill the gap between their amrival in the area and access to
Government support.

The council is setting aside an emergency fund of £7,500 from the
West Morfolk Wins lottery to provide support to individuals in need of
life essentials

In addition The Hanseatic Union and Access - supporting migrants in
East Anglia are providing wellbeing support for those affected by the
conflict in Ukraine,

More details: hitps
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Inter Faith tea
with the mayor

Time for tea = Canon Dr Mark Dimond, of Lynn Minster, Mayor Lesioy Bambridge,

Donna Semmens representing Wes! Norolk Jewish Community and Muhammad

Zubair, kmam at Lynn's London Road mosque.

West Norfolk Mayor Lesley nam’
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Graphic design - animations
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Social Media - Twitter Top tweets

TOp media Tweet camed 1 520 impre

Landmarks in King's Lynn will continue to be
lit up in blue and yellow to continue to show
support for the people of Ukraine. west-

norfolk.gov.uk/news/article/1...
pic.twitter.com/8LWuK4Kpdr

34 WG

Top Tweet camec

Wark hias begun at the new Nar Ouse
Business Park which will provide
approximately 15 hectares of serviced,
development land for office, indusirial and
resaarch space in King's Lynn

The scheme is a paninership between
@NewAngliaLEP & us

Mofe details:

Top media Tweet

King's Staithe Square as part of our
mare bo come.

On Sat 4 June we start with a set from

‘Wie've had 2 days of family friendly fun in

#PlatinumJubiles celebrations & thera's

& WesthorfolkBC & EWesthorfolkBE - Fe 7

her 70 year relgn.

Boogle Monsters at 12:15pm, thay'ne back at

1:30pm. #JubileeinWesiNorfolk
#platinumjublleenorfolk

plo. twitter, comiAdipFHO|

—

Top media Tweet camed 1

New Year, new refuse collection days -
Please see this week's collection updates.
Collection days will be different for the next
3 weeks, remember to check when you're
waste and recycling collections will now be
taking place by visiting: west-
norfolk.gov.uk/yourbins
pic.twitter.com/PxalfkqGF5

« 49

‘Wheeled Bin Collections
January 2022

Eatlaciion Duss. Dhes jnas babemi

© L

TOP Tweet eamed 6,431 impressions

King's Lynn landmarks have been lit up in
the coleurs of the Ukrainian flag tonight. ua
Fr Mark Diamend, from @KingsLynnMinstr
, led a vigil outside @KLTownHall .

Tanya, laid the first flowers for her native
Ukraine. Borough Mayor, declared solidarity
with the people of Ukraine.

vic twitter.com/Z0SJ1IKILK

\West Narfolk children oneated a Loyal Address & Mosal
that has been presented io Har Majesty The Cuesn to mark

Top media Tweet caren

Monday we will be lifting 2l the:
Winter'Spring bedding from St James Park
in the Walks, giving them away to anyone
who would like to collect.

We have a mixture of Polyanthus, Bellis and
Myosotis plants available from 11-3pm 1o

Sohools imvoived were EHaliyMeadowssSoh, .

pick up from 5t James Park
norfolk. gav.uk
pic_twitter-comAGF 1F2vE0

1

Top media Tweet =

Are you interested in the new Urban
Archaeological Database that has been
created? You can join a free online talk
given by Dr Richard Hogget taking place
Thursday 10 Feb, if you wish to join or want
to know more please contact:
Abigail.rawlings@west-norfolk.gov.uk
pic.twitter.com/UY040U21gA
Ky s Lyt T

URBAN ARCHAEOLDGICAL DATABASE [

12nacn Tharsday
1Uth Febiacry

sfarticle’

Top Tweet camed 2,245

TIPrESsIONs

Households in areas of King's Lynn that still
have no water supply due to the burst water
main can pop in to @Lynnsport and
@StJamesPool today for free to access the
shower facilities.

- = L

Borough Council of
King’s Lynn &
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Social media - Facebook: most viewed

#Platinumlubilee Parade in King's
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A crowd is gathering in the Saturday ...
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Seuthgates Masterplan Consultation - ...
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Social media - Instagram & LinkedIn

The borough council Instagram account currently has 1267 followers on Instagram.

Age & gender (1) Top towns/cities

King's Lynn
28 B
38.5%
Dewnham Market
5.4%

Wisbech
4.7%

200
Wat |r\_|t“n Marfolk

2 o
o — Il Il I. e .

18-24 25-34 35-44 45-54 55-64 Terrington Saint Clement

B \.-m nen [ ] Men

2 65

The L|nkedln account currently has 1835 followers. Visitor demographics below:

Business Development - 266 (10.4% Ressarch . 187 [5.3%

Operations - 315 (2.0 Marketing - 14

Sales - 297 [2.5% Media and Communication - 108 (3,17

Human Resources - 230 (5.5% Customer Success and Support - 101 (2.9% .
Borough Council of
] — King’s Lynn &
o West Norfolk
Infarmation Technology 5 Te Community and Social Services - 95 (2.7%



