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Digital Inclusion

• Background
• Mainstream approach
• Addressing rural isolation
• Involvement of Partners
• Utilising Information Management



Staffordshire Moorlands

•North East of West Midlands Region

•Peak National Park

•Alton Towers within the District

•95,000 residents

•Staffordshire County Council

•Strategic alliance with High Peak Borough Council



• 3 towns - Biddulph, Cheadle, Leek

• 28% of residents live in rural areas

• 41 Parish Councils

We have many different communities 
in our district.



Linking Social and Digital 
Inclusion

Nationally :  - 75% of socially excluded are digitally excluded
- 11% of people don’t have a mobile phone
- 27% don’t have a digital TV
- 33% of households don’t have a home PC
- 27% of adults have never used the internet
- 29% of children can’t access internet at home

Locally : - 45% have access to the internet at home
- 35% broadband at home use lower than 
average
- preferred method of access is via the phone
- expectation that e-channels work right first time



Addressing Social Exclusion

Older People Rural Isolation

Economically 
Disadvantaged Disabilities
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Mainstreaming: E-Bus
• Work with Parish Councils / Leek College
• Community capacity building
• Make best use of mobile technology
• Use data to choose locations



Data Use
Data on 
Contacts

Improve 
service 
Delivery

Analyse data 
by community

Realise 
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Using Existing Data

CRM
Service performance, Top Calls, Repeat Customers, 
Touches per case, Channel usage, Number of letters



Financial Assessment and Benefits 
(FAB)Team Overview

One visit in client’s home

Signpost to 
other services 

Social services

Immediate online 
calculation

Information provided once & 
Shared between partners

Improved 
customer 
service

Increased 
benefits take 

up

Housing Benefits



Using Existing Data

CRM

VOIP

GIS

Service performance, Top Calls, Repeat Customers, 
Touches per case, Channel usage, Number of letters

Top enquiry by ward, distance travelled, geographical 
spread by service area

Demand by service area, repeat callers, idle/busy 
time, calls passed to service area



CRM data by Ward



Leek North Ward-
CTB digital data map



Data Use
Distance Travelled to One Stop Shop

Benefit take up



Using Existing Data

CRM

VOIP

GIS

Complaints

Web Take up

Top Calls, Repeat Customers, touches per case, 
service performance, Channel usage, Number of 
letters

Top enquiry by ward, distance travelled, geographical 
spread by service area

Demand by service area, repeat callers, idle/busy 
time, calls passed to service area

By service area, identify repeat trends

Visitors by service area, online form take-up



Data Use
Data on 
Contacts

Improve 
service 
Delivery

Analyse data 
by community

Realise 
Efficiency

Customer 
Satisfaction

Make 
available to 
community

Improve 
service 
Delivery

Encourage 
Debate

Improve 
Customer 
Perception



Digital Inclusion: An approach

“The best use of digital technology,
either directly or indirectly, 

to improve the lives and life chances 
of all citizens 

and the places in which they live”

(source “Delivering Digital Inclusion -
An Action Plan for Consultation” – CLG October 2008).
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