
Annual Communications Update

Becky Box – Assistant Director, Central Services 
Tim Baldwin & Philippa Sillis – Communications
Jo Hillard – Corporate Customer Service Manager
Andrew Howell – ICT Web Team Manager



Introduction

Becky Box – Assistant Director, Central Services



Introduction

• Overview

• Communications Team

• Customer Information Centre

• Web Team



Communications Update

Tim Baldwin – Communications
Philippa Sillis – Communications



Media relations

224 news releases sent out.
96.5% of our news releases covered by external media.

Figures are for April 2023 to end of March 2024 (12 months)

378 press enquiries handled. 
54 more than the previous 12 months.

Enquiries by category



Projects



Projects – Food Waste Action Week



Consultations & Information sharing





Uncovering the floorboards at the Guildhall

Watch the timelapse video of the floorboards being 
uncovered here.

Uncovering the floorboards at the Guildhall



Council Information Centre

Jo Hillard – Corporate Customer Service 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 & 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 



Telephone and Main Reception enquiries
• Just over 97,000 telephone conversations, excluding switchboard

• 84.3% of telephone calls answered within 90 seconds

• What service do we receive the most amount of calls for?
 38% of our calls are for Council Tax
 13% of our calls are for Housing
 8% of our calls are for Benefits

• At Main Reception we saw nearly 14,000 customers and visitors

• and spoke to nearly 17,500 customers on switchboard
*Statistics from April 2023 to March 2024



Contact through our digital channels
• Just over 5,200 web chat conversations

• 90% 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 & 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 2023 to March 2024



CIC priorities for 2024-27
• Upgrade or replace our telephony system

• Upgrade our web chat system and 
increase take-up

• Look at new methods of communication, 
for example, WhatsApp and SMS

• Look at new methods of consultation to 
establish satisfaction across all channels

• Continue working with NCC on 
combatting digital exclusion in West 
Norfolk



Corporate Web Team

Andrew Howell – ICT Web Team Manager



Overview of the Web Team

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

• Team consists of 4 members of staff (3.8 FTE) – 2 developers and 1 
content expert

• Manage a portfolio of 20 websites plus associated digital services

• Continues to be a high demand for digital services though a fall 
from peak COVID times



Web Stats

+/-Page views+/-User 
sessions

-3,094,288-903,6382018/19

+13.1%3,499,088+17.0%1,057,2802019/20

+23.3%4,313,852+46.1%1,545,1362020/21

+6.9%4,613,062+20.5%1,861,5562021/22

+0.9%4,655,292+4.0%1,935,9742022/23

-3.8%4,479,191-10.2%1,737,6172023/24

Web stats *Stats from 01/04 to 31/03 each year



• New website and integrated forms for 
Parking Operations

• New websites launched for KLIC, West 
Norfolk Housing Company and West 
Norfolk Property Ltd

• Work progressing on the new intranet

• Some legacy web applications 
rewritten due to decommissioning of 
old servers

New developments



• New Care and Repair website launching very soon

• Further improvements to the web infrastructure to 
migrate legacy servers

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

• Work on the new digital transformation 
programme and website enhancements

• Investigating use of new tools such Microsoft 
Copilot

Future developments



Thank you – Any questions?


