
               
 

 

 
 

Merry Christmas!  

We would like to wish all our partners and colleagues across Kent, Surrey, Sussex, London 

and Cambridgeshire a very Happy Christmas.  

We have really enjoyed working with you and your residents and we are getting ready for 

lots more exciting projects in 2020.  

We look forward to catching up with a lot of you at the Kent Customer Services Group on 

Tuesday 28th January at Tonbridge and Malling.  

In this edition of the newsletter, we have highlighted a few of our recent projects, blog 

posts and conferences and we have treated you to an SDS Christmas crossword! 

• Swale Case Study – Encouraging Self-Service in the Gateway  

• iESE Autumn Conference – Delivering Digital and Technology in Local Public 

Services 

• Kent Customer Service Group Meeting  

• Behaviour Change Symposium  

• Our most recent blog posts   

• Work Programme 

 



Swale Case Study – Encouraging Self-Service in the Gateway  

This month SDS have completed a customer self-service research project for Swale 

Borough Council.  

We approached other local authorities to understand their customer service 

transformation, lessons learnt and the digital solutions they put in place to create a self-

service environment. The digital solutions include self-service and payment kiosks, 

booking and visitor management systems, self-scanners and digital information boards.  

SDS then mapped ‘as-is’ customer journeys to identify customer pain points and areas for 

improvement. Following this we outlined ideal customer journeys with the potential 

digital solutions.  

The project also covered methods to reduce telephone contact including IVR best 

practice, driving a channel shift and alternative methods of contact. Improving current 

and creating new customer contact channels will enable the council to meet ever-evolving 

customer expectations and improve customer satisfaction.   

Please contact SDS if you would be interested in the findings from this review or would 

like us to carry out any other research for you.  

Read the full case study. 

_____________________________________________________________________________________________ 

iESE Autumn Conference – Delivering Digital and Technology 

in Local Public Services  

Dom recently made the trip to Church House in Westminster to take part in iESE’s autumn 

conference – Delivering Digital and Technology for Local Public Services. The speaker’s 

specialisms ranged from Analytics, AI and cyber security to ‘achieving a truly end-to-end 

customer journey’ and ‘transforming services through children’s voices’. 

SDS were asked to present on how we deliver digital services using customer insight, and 

specifically, how we work in a partnership and the benefits of doing so. 

Visit our blog post to find out more about the event and SDS’s involvement.  

 

 

Kent Customer Service Group – Tuesday 28th January  

The next Kent Customer Service Group will be on Tuesday 28th January, 10am-12pm. 

We will be hearing from Kent Police about their recent robotic process automation work 

and Kent Highways about the new smarter way they are collating and sharing data to 

improve road safety. We will circulate the full agenda in the New Year. 

http://smarterdigital.info/cases/customer-self-service-gateway-research/?utm_source=december19-newsletter&utm_medium=email&utm_campaign=sbc-encouraging-self-service
http://smarterdigital.info/delivering-digital-and-technology-for-local-public-services-iese-conference/?utm_source=december19-newsletter&utm_medium=email&utm_campaign=iese-autumn-conference


Tonbridge and Malling have very kindly offered us a meeting room and so our first 

meeting of the year will be in the Gibson Building, Gibson Drive, Kings Hill, West 

Malling, Kent ME19 4LZ. It is close to the M20 and there is free parking so hopefully this 

will be convenient for a lot of you.   

These meetings are a great opportunity for us all to get together to learn about each 

other’s projects and share ideas. If you have any suggestions for a potential guest speaker 

or if you would like to talk to the group at greater length about a specific bit of work you 

have done or are doing, please let us know. 

 

_____________________________________________________________________________________________ 

Behaviour Change Symposium – Wednesday 22nd January 

Catherine will be speaking at the Behaviour Change Symposium on Wednesday 22nd 

January in Hoddesdon, an event organised by the Chartered Institute of Public Relations’ 

Local Public Service Group.  

Learn how behaviour change techniques and principles can be applied to a wide range of 

campaigns and scenarios facing communications practitioners.  

The day will look at frameworks to identify and measure behaviour change problems such 

as:  

• Identifying barriers: situational, knowledge, behaviour and attitudinal 
• EAST (Easy, Attractive, Social and Timely) 
• TEST (Target, Explore, Solution, Trial) 
• Shifting people online 
• Increasing direct debit and e-billing take up 
• Tips to measure and evaluate behaviour change interventions 
• + much, much more 

These topics will be brought to life on the day through a wide range of case studies. 

If you are interested in attending or would like more information, please visit the event 

page.  

_____________________________________________________________________________________________ 

Also… 

IVR Design Hints and Tips 

 

 

Follow these best practices to reduce 

customer frustration.  

https://localpublicservicecomms.org/
https://www.eventbrite.co.uk/e/behaviour-change-symposium-tickets-80669010181
https://www.eventbrite.co.uk/e/behaviour-change-symposium-tickets-80669010181
http://smarterdigital.info/ivr-hints-tips/?utm_source=december19-newsletter&utm_medium=email%20&utm_campaign=ivr-hints-tips


 

Improving your Link Strategy with Campaign URLs 

 

 

 

Smart Cities – Smart Kent Event 

 

 

 

_____________________________________________________________________________________________ 

Have a go at our Christmas crossword! 

 

Capture, track and analyse the click through rate on campaign links. It 

can reveal some valuable, real-time insights! 

Our review from the Smart Cities event SDS attended. It definitely got 

us thinking about the potential and future of data.  

http://smarterdigital.info/campaign-urls/?utm_source=december19-newsletter&utm_medium=email&utm_campaign=campaign-urls-tips
http://smarterdigital.info/smartcities-smartkent/?utm_source=december19-newsletter&utm_medium=email&utm_campaign=smart-cities-smart-kent


Projects and Research 

Our full project programme is available to download here:  

 

 

 

 

 

 

As always if you have any upcoming projects you would like help with, we would be 

delighted to discuss them with you. Please get in touch.  

 

If you need to contact us, details are below: 

 

Catherine Bright  

SDS Team Manager and Business Analyst 

Catherine.Bright@TunbridgeWells.gov.uk 

 

Dom Taylor-Langley  

SDS Team Manager and Business Analyst 

Dominic.Taylor-Langley@TunbridgeWells.gov.uk 

 

Jane Haselden  

SDS Digital and Website Consultant 

Jane.Haselden@TunbridgeWells.gov.uk 

 

Rebecca Smith  

Project Administration Assistant 

Rebecca.Smith@tunbridgewells.gov.uk 

 

 

>> Past Newsletters 

 

 

Crossword Answers: 

Across: 1 – behaviour change, 5 – accessibility, 7 – customer journey, 8 – eleven, 9 – IVR, 13 – 

user testing, 14 – Google Analytics, 15 – data  

Down: 2 – user research, 3 – customer experience, 4 – focus group, 6 – usability, 10 – user needs, 

11 – persona, 12 – digital  

http://smarterdigital.info/work-programme/?utm_source=december19-newsletter&utm_medium=email&utm_campaign=work-programme
mailto:Catherine.Bright@TunbridgeWells.gov.uk
mailto:Dominic.Taylor-Langley@TunbridgeWells.gov.uk
mailto:Jane.Haselden@TunbridgeWells.gov.uk
mailto:Rebecca.Smith@tunbridgewells.gov.uk
http://smarterdigital.info/past-newsletters/?utm_source=december19-newsletter&utm_medium=email&utm_campaign=past-newsletters
http://smarterdigital.info/past-newsletters/?utm_source=december19-newsletter&utm_medium=email&utm_campaign=past-newsletters
http://smarterdigital.info/work-programme/?utm_source=december19-newsletter&utm_medium=email&utm_campaign=work-programme

