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Continuous improvement and working effectively

• Developing effective working 
practices and using technology to 
deliver more with less, to be 25% 
more efficient in meeting quality of 
service targets

• 24/7 online access to CTAX and 
NNDR Account information, 
increasing the available office 
hours from 1925 hours a year to 

8764 per year!!

• Providing a new self service 
access channel for payment and 
balance enquiries

• Providing single web account 
platform that can be expanded to 
additional services regardless of 
the back office vendor

• Enable self service channel shift 
for any back office application 
providing an account relationship 
with the customer.



Customer service

• Timely and efficient delivery 

of accessible integrated 

services through new and 

existing channels

• Provide 205 Revenues and 

Benefits staff with immediate 

access to Web based CTAX and 

NNDR account statement 

information

• Revenues and Benefits web 

access to 22 different demand 

types

• Shift Balance related enquiries to 

self service with the remainder to 

the front office 

• Revenues and Benefits web 

access to demands provides a 

more efficient service and a higher 

quality of phone contact.
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Partnership

• Work effectively with service 

partners to make the best use of 

resources and to deliver seamless 

public services to the Edinburgh 

community.

• Hosted web service providing 24/7 

availability with no additional 

– Staffing costs

– Infrastructure costs

– Operational costs

• Hosted Service tailored to look like 

Edinburgh to provide a seemless, 

easy to use experience

“Gandlake’s Citizen’s Account will enhance the ability of City of 

Edinburgh Council to provide a quality service”

Mike Peterson

Head of Revenues and Benefits
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Summary to date
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improved services
City of Edinburgh Council to be recognized as the Scottish leader in 

delivering modern, joined-up and interactive public service using a wide 

range of new technology

Channel shift 
continuous 

improvement

Customer 

Services

Partnership

• Step change in the way Revenues and Benefits deal with billing 

enquiries

• Better use of existing resources, improved efficiency and effectiveness

• Previous Back Office activity transferred to Self Service with balance 

to the Front Office.

• Higher % of queries resolved at 1st point of call

• Reduction in time taken to resolve

• Citizens are attracted to more cost effective channels by convenience

and enhanced facilities

•Hosted service providing rapid deployment and lower costs

•Tailored to provide the highest quality of service 

•Implemented to provide a seamless experience

�Strategic shift in the way City of Edinburgh Council can relate to citizens, 
businesses, and partners in the future
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Current Use – Revenues

Future Use - Benefits
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• Benefits Access

- Claimants

- Customer Services Staff

- RSLs

- Private Landlords
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• What Access?

Claimants – Individual case details/documents

Customer Services Staff – As above

RSLs – Payment Schedules/Rent Increases

Private Landlords – Same as RSLs
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• RSLs/Private Landlords

• Payment Schedules - View on Line

- Download

- Transfer to RSL system

• Rent Increases - Reverse feed of details

- Transfer to HB system
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Thank You


