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Contact
Address: Inform Communications plc, Venture 
House, 2 Arlington Square, Downshire Way, 
Bracknell, Berkshire, RG12 1WA
Telephone: 01344 706111
Website: www.Inform360.co.uk
Email: customerservices@inform-comms.co.uk

Inherently diverse in nature, the structure of 
local government differs from area to area, 
with varying scales of operations. Despite 
the differences, however, commonalities 
exist across all councils. The universal goal 
is to place the citizen at the centre of service 
delivery and achieve efficiencies in a time of 
funding cuts.

Council budgets have been cut by nearly 
40% since 2010 and according to the Local 
Government Association’s report, A Shared 
Commitment 2015, the Future Funding Outlook 
suggests that local government is set to face a 
funding gap of £9.5 billion by 2020.

With limited scope for further efficiencies, 
valuable public services are at risk. Local 
government will need to equip themselves 
with strategies to alleviate these pressures, 
finding ways to deliver cost-effective 

services to citizens. For many councils, 
spending reductions are providing impetus to 
fundamentally redesign services.

The Government Digital Strategy 2015 states that 
their intention is to have everyone who is able 
to use digital services using them. “To persuade 
people who are already online to use government 
digital services, we need to make those services 
clearly preferable to the alternatives and make 
sure people know about them.”1

As contact centres are the primary interface 
between councils and their citizens, local 
government must also encourage channel- 
shift, moving people away from agents  to self-
service channels. 

Shifting Channels
Making Savings

1Corporate Report, Government Digital Strategy Progress Report 
March 2015
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Councils have tried to stimulate digital take- up 
but many have viewed channel shift through 
a narrow lens. Channel shift means moving 
enquiries from expensive, resource-hungry 
channels to cost-effective digital channels. So 
where should the process start?

The logical answer is at the source of enquiries 
- within telephone and email channels where 
customers can be encouraged and enabled 
to shift to digital channels. Many councils, 
however, have concentrated solely on the 
destination – heavily investing in developing 
their websites so must recognise that however 
modern, an organistion’s website is only one 
cog in a big wheel.

To expect customers to instantly abandon 
traditional contact methods is unrealistic, so 
deploying bespoke, automated telephony and 
email services with integrated use of SMS, 
Chat and Mobile Web can be a key enable of the 
channel shift process. 

Cogs in a Big Wheel

"Channel shift is not just 
about developing websites 
and electronic forms and 
expecting customers to use 
them - it’s about providing 
24/7 self-service across all 
communication channels and 
enabling residents to shift 
seamlessly from one channel 
to another.”

Smartphone State
As the Government is spending £7bn on 1.73 
billion transactions with citizens a year, local 
government must focus on more than a web-
only strategy. With an increasing number of 
citizens conducting government transactions 
with their smartphone, we are truly in the 
midst of a “smartphone state”. Citizens are 
accustomed to 24/7 communication. Customer 
service can be accessed within the palm of your 
hand. To yield savings, councils must promote 
the uptake of digital self-service where citizens 
can engage with local government in ways 
that deliver what they want, how they want it, 
wherever they want it.

“I want it all and 
I want it now!”

Freddy Mercury

32  
London  

Boroughs

201 
Districts

32 
Scottish Unitary 

Authorities

27  
County Councils

36 
Metropolitan 

Boroughs

Local Government 
consists of 433 local 

authorities in England, 
Scotland and Wales and 

Northern Ireland:

55 
Unitary  

Authorities

22 
Welsh Unitary 

Authorities

26 
Northern Ireland 

Districts

http://www.Inform360.co.uk
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“There are no 
traffic jams along 
the extra mile.”

Roger Staubach

Move out of  
the Slow Lane
Most councils have amalgamated customer 
enquiries to central handling centres that 
can become overburdened at peak times. 
Detrimentally, experienced staff get tied up 
dealing with simple, repetitive tasks at the 
expense of more complex and critical ones. This 
prevents them from helping vulnerable citizens 
and dealing with more urgent cases.
Customer service suffers in the form of high 
call abandonment rates and / or slower 
work processing times, leading to widening 
gaps between service delivery and customer 
expectations.

Digital take-up has been stuck in the slow lane; 
councils need to use technology go the extra 
mile for their citizens, accelerating gears in 
order to reach a destination of channel shift 
self-service.

6

Modernising 
Legacy Telephony
IVR systems or Automated Telephony have 
been used throughout UK councils to handle 
large volumes of calls received each year. 
Most are using automated telephony purely for 
simple messaging and call routing – invariably 
placing callers into long queues for busy 
agents. Consequently, traditional automated 
telephony systems have a poor reputation with 
the following typical experience:

• Press 1 for a poor quality canned message
• Press 2 to wait in an excessively long queue
• Press 3 to repeat your query to the live agent
• Press 4 if you have lost the will to live

Suffice it to say, citizens lose their patience 
- and councils lose the calls. Automated 
telephony has not been able to keep up with 
society’s changing requirements in today’s 
digitally-oriented world.

IVR systems need to be reinvented, and, instead 
of frustrating, they should empower and delight 
citizens. The technology must be designed to 
understand the customer, their preference of 
channel, their needs.

The right digital technology can produce a 
real paradigm shift within local  government, 
encouraging channel shift, freeing resources and 
unlocking cost savings for councils UK wide.

When technology can be ‘close to the customer’, 
with personalised self-service ("Good morning 
Mrs Taylor, are you calling to enquire about the 
progress of your recent benefit claim?…") citizens 
will feel like they are doing business with a 
human, not just a piece of technology.

“Get closer than ever 
to your customers. 
So close that you 
tell them what they 
need well before they 
realise it themselves.”

Steve Jobs

http://www.Inform360.co.uk
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Given the necessity to encourage citizens 
to use digital channels, councils must take 
into account the different ways that different 
groups of people use services from millennials 
to the elderly, disabled and economically 
disadvantaged. For the latter groups of people, 
telephone and email will remain preferred 
channels for the forseeable future.

With this in mind, it would be unrealistic to 
assume that all transactions will instantly 
move to self-service channels. The aim of self-
service is to provide citizens with alternative 
ways to get in touch with their councils without 
removing communication methods that some 
groups of people still favour – and which can be 
key enablers of the channel shift process.  

9

But What 
About Me?

8

How to be  
Digitally Human
Omni-channel is multi-channel – only better. 
Omni-channel allows local government to ‘meet’ 
their citizens where they are, providing the very 
thing that people want - a digitally human and 
consistent experience.

Inform 360 effectively disrupts the need for costly 
agent calls and encourages citizens to shift from 
costly telephone calls to omni-channel self-
service. Their core products are sophisticated 
automated telephony and email solutions that 
sit in front of councils contact centres, resolving 
around 50% of enquiries.

Experts in providing people with a fluid path to 
their interactions with government, Inform 360 can 
seamlessly interlink available channels in a unique 
way that gives the impression of a single channel. 

Inform 360’s omni-channel self-service solution 
delivers a unique mix of technical expertise and 
operational experience for local government 
contact centres. Their solution is digitally 
intuitive, investing in the human because 
essentially, citizens don’t care about channels; 
they care about engagement, they care about 
their enquiries being handled well and their 

problems being resolved wherever they are and 
with whatever device they are using. With Inform 
360, citizens enjoy digitally enriched interactions 
with their council. 

For these reasons alone, the only option is 
omnichannel. Inform 360 omni-channel self-
service solution is a “deep, deep transformation 
– making digital not about what exists around 
individual transactions, but a thread that winds 
its way through all that (government) do”2

Omni channel self-service weaves seamlessly 
through citizen interactions with councils, 
delivering services that are:

• Self-reliant (self-service)
• Fast, effective and accessible
• Personalised (know me, remember me) 

With Inform 360’s omni-channel self-service 
solution, citizen engagement will be a 
symphony, not just a note.

2Ben Gummer, GDS Minister, Government Digital Service 
blog, https://gds.blog.gov.uk/2016/09/16/welcoming-our-new-
minister/

“Your story is 
a symphony, 
not a note”

Seth Godin

9www.Inform360.co.uk
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IVR...

Mobile Web

SMS..

mute keypad speaker

add call FaceTime contacts

00:04

New Town Council

End

14:02

“Welcome to New Town 
Council Waste and 
Highways service...” 
(continues through a 
simple IVR)

New Town Council

14:02

DetailsMessages

Please click the link below to 
report your missed bin 
www.inform360missedbin.co.
uk

New Town Council

14:05

Welcome to New Town Council 
information service.

Missed Waste Collection

Missed Recycling Collection

Request New Bin

Request Bulky Item Collection

Report Fly Tipping

Report Abandoned Vehicle 

1

2

3

“…You can report your 
missed bin collection on an 
online form. Would you like 
us to send you a link via a 
text message?”

Speak to an Advisor

New Town Council

If you would like to continue 
your enquiry via our app, 
please click this link 

Lose ‘Wait’  
in 6 Weeks!
The length of time to implement new systems 
within government can be extensive. With the 
constant evolution of technology, by the time 
new systems are implemented, years could 
pass and the technology may then be deemed 
out of date.

With Inform 360, councils can reduce their 
call waiting times in just 6 weeks, easing 
contact centre burden and boosting customer 
satisfaction. Inform 360’s design-once, deploy- 
anywhere architecture enables one application 
to be deployed across multiple customer access 
channels.

Inform 360 services are renowned for their 
speed, delivering a seamless experience across 
every channel and every touchpoint without 
missing a beat. 

• Mobile to intelligent IVR self-service. 
• Web chat to agent-assisted conversations.
• Twitter to Email. 
• IVR to SMS to agent-assisted interact 

Any journey the citizen wishes to take, all paths 
are open and available. Inform 360’s solution 
achieves this all whilst leveraging customer 
preferences to drive personalised interactions.

With Inform 360, citizens can use their smart 
phones and mobile apps to perform a wide 
variety of tasks and activities – and all whilst on 
the move.

How to be  
Digitally Human

10

Breaking Through  
Barriers 
Despite the benefits of channel shift, councils 
are faced with a number of barriers to enjoying 
the rewards of digital transformation.
Widespread operational, technical and political 
buy-in must be achieved across the entire 
council. Common barriers include:

• Grasping the financial and business case for 
channel shift

• Organisational culture change
• Understanding the technology & ensuring 

compliance
• Assurance of integration with existing 

infrastructure

It’s easy for paralysis by analysis to set in, so the 
important thing is to make a start - but where…..?

It’s simple, the best and most obvious place 
to start is within the busiest channel – the 
telephone. After all, that’s where most channel 
shift strategies are focused – moving customers 
away from the phone to on-line channels.

Using clever, automated telephony is the key to 
breaking through the barriers and kick- starting 
your channel shift process.

As a fully hosted and managed service, Inform 360 
Solution can be in complete harmony with your 
existing telephony infrastructure. 

www.Inform360.co.uk

Below is an example of using Inform 360 
self-service over a blended mix of IVR, 
SMS and Mobile Web to engage with a 
local authority. This is backed by the 
ability for the customer to contact an 
agent without leaving the application or 
losing information already provided – 
when expert assistance is needed.

http://www.Inform360.co.uk
http://www.Inform360.co.uk
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Inform 360 Self-Service:  
A Smarter Way to Work
Experts in migrating customers to more cost-
effective channels and automated services 
wherever possible, Inform 360 technology 
delivers what customers need, when they need 
it and from whichever channel they choose. 
 
Demonstrating a deep level of understanding of 
the needs of local government citizens, Inform 
360's omni-channel channel shift solution is 
a constantly evolving strategy, providing rich 
analytical support to local government. Inform 
360 plays a vital role in striking a perfect balance 
between delivering first-rate customer service 
and providing significant operational and 
financial benefits.

Crisys
Inform Communications also offer a smarter 
way to work for lone-workers, ensuring their 
safety on the front line. For those responsible 
for the safety of lone-workers, Crisys provides a 
simple to set up, user-friendly service.

Their solution does not compromise existing 
telephony and networks but rather enhances 
and enriches it. Easy-to-use, cost effective 
and compliant, the Crisys solution is having an 
impact within a wide range of sectors:

• NHS trusts and other healthcare groups
• Community and Outreach Groups
• Children’s Centres 
• Local Authority Services (Youth, Mental 

Health)
• Social Workers 
• Housing Associations
• Central Government Groups

Crisys uses state-of-the art equipment and 
processes that provide a secure and effective 
service, including full design, build, secure 
hosting, system management and training.

Key Benefits of using Crisys:
• 24/7/365 cover for all Team Members
• Ability to use existing phones and networks, 

so no additional cost or disruption
• Increased protection of Lone Workers, 

fulfilling ‘Duty of Care’
• Optional GPS Tracking

12 www.Inform360.co.uk

Solutions Spanning the  
Whole of Local Government
The following is a summary of the information typically 
covered within the following service areas:

13Inform Communications

Housing 

Highways and Roads

Planning and Building Control

Licensing and Permits

Registrars

Social Services

Transport

Education

Environmental

Elections / Citizenship

Revenues and Benefits

NNDR

Complaints

Leisure

Waste Management 
and Environment

Blue Badge & Parking

Jobs and Careers

For further information 
www.inform360.co.uk or call: 01344 706111

http://www.Inform360.co.uk
http://www.Inform360.co.uk
http://www.inform360.co.uk
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“The number of calls being resolved 
has remained around 50% which is far 
better than we had hoped. Last week I 

reported delivery of my £150k (full year) 
savings without dropping service. This 

was mainly due to 360 Self Service.”

Wayne Smith
Assistant Head of Shared Services 

- Customer Contact, Cornwall Council

Case Studies

In March 2014 Inform 360 was brought in 
to support resources and handle the huge 
increase in Council Tax enquiries generated 
by the dispatch of the annual bills.  Inform 360 
immediately handled over 50% of incoming 
enquiries automatically, 24/7 without the need 
to transfer to a live operator.

Introduction
Challenges existed at Cornwall Council’s  
Contact Centre with call and enquiry handling, as 
call waiting times and abandonment rates were 
increasing. Council Tax was identified as the 
biggest challenge, and a solution was required 
before enquiries peaked during and after the 
main billing period and peak recovery periods.

Operational & Financial Benefits
• On average, over 21,000 calls are answered 

per month by Self Service.
• Over 53% of enquiries are resolved within the 

service, exceeding the expectations of the 
project team.

• Within six months Inform 360 has provided 
a solid Business Case providing savings and 
efficiencies significantly in excess of costs.

• Launched within 4 weeks, with minimal input 
from councils operational & ICT resources, 
and introduced at the peak period, the service 
was fully functional immediately. 

• All future changes and updates can be made 
quickly and easily, without additional charges, 
ensuring that Inform 360 meets changing needs 
and continues to deliver optimum performance. 

Objectives & Priorities
• A service was required that could operate 24/7, 

365 days a year, to provide support during 
opening hours and a comprehensive range of 
self-service opportunities out of hours.

• The service needed to integrate seamlessly 
within the existing call centre structure, 
handling enquiries, and redirecting to the 
Council’s own payment line, website or 
trained officers where relevant.

The City of Edinburgh Council (CEC) 
successfully introduced Inform 360 as a 
simple channel-shift solution for dealing 
with Revenues & Benefits enquiries where it 
delivered significant operational and financial 
benefits by freeing up FTE’s and improving 
levels of customer service 24/7. Following the 
success of the service CEC chose to extend 
the use of Inform 360 to a wide range of 
Environmental and Waste enquiries.

Introduction
Prior to the introduction of Self Service, City 
of Edinburgh Council (CEC) felt they were not 
delivering the most efficient and cost effective 
telephone service for residents. Customers 
often had to wait in lengthy queues to speak with 
someone, even for straightforward enquiries 
where direct contact was often unnecessary. The 
strain on resources resulting from high volumes 
of calls was also having a detrimental effect on  
work processing times, leading to  unacceptable 
customer service standards.

Operational & Financial Benefits
• Inform 360 handles an average of over 33,500 

calls per month, successfully resolving around 
58% of these calls. This means only 42% of 
incoming enquiries require agent intervention. 

• This equates to the work of 17.5 FTE’s, making 
a net value / saving of approximately £427,500 
p.a. (after the total cost of Inform 360equating 
to less than 2 FTE’s).

• Inform 360 implementation saw a significant 
reduction in the abandonment rate for 
Revenues and Benefits enquiries as every call 
is answered immediately by the system.. 

• Many customers were pleased that they could 
access information quickly without having to 
wait in lengthy queues to speak with someone 
when they did not need to. Consequently, very 
few complaints have been received about the 
transition to an automated service.

“The service has been a roaring success in terms of 
providing 24/7 customer service, resolving large volumes 

of calls and releasing resources – so we are now operating 
with less FTE’s than last year. Due to the high volume of 

calls received by our Revenues and Benefits department, 
we needed to be confident that any support system could 

handle peaks and troughs in demand. Inform 360 Inform 
360has exceeded our expectations and I am confident our 
customers are able to access or leave accurate information 

24 hours a day. Inform 360 has provided invaluable 
support to our Contact Centre and bridged the gap 

between customer demand and available resources.”

Head of Revenues & Benefits  
at City of Edinburgh Council

15Inform Communications
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Case Studies

“Self Service has given us the ability to make 
substantial cost and efficiency savings across three 
busy service areas for LB of Tower Hamlets. The 
solution from Inform successfully handles over 
65% of the 23,000 calls that we receive per month, 
releasing our advisors to assist with greater numbers 
of vulnerable callers. Our customers can access 
information 24/7 and immediately without waiting 
in lengthy queues. Inform have worked closely with 
us to review and improve scripts in response to 
customer feedback.”

Keith Paulin,
Head of Customer Services,
LB of Tower Hamlets

16 www.Inform360.co.uk

Sandwell Metropolitan Borough Council 
(SMBC) launched Inform 360in 2011 as an 
efficient, low cost automated service to provide 
consistent and accurate information to every 
caller with 24/7 instant access. The service 
has since answered over 1 million enquiries 
and been a great success in releasing key 
resources and improving customer satisfaction, 
whilst making considerable cost and efficiency 
savings for the council. In 2015 SMBC entered 
a new 3 year contract to extend the service into 
2018 and have recently chosen to extend the 
use of Inform 360 to Environmental / Waste, 
Housing and Registrars services.

Operational & Financial Benefits
• Inform 360handles an average of over 23,000 

calls per month, successfully resolving 
around 62% of these. This means only 
38% of incoming enquiries require agent 
intervention. 

• This equates to the work of 12 FTE’s, making 
a net value / saving of approximately £240k 
p.a. (after the total cost of Inform 360equating 
to less than 2 FTE’s).

London Borough of Tower Hamlets (LBTH) 
and Inform Communications (IC) started 
working together in 2009 with the successful 
introduction of a bespoke telephone service 
that supported Revenues. Self Service now also 
enables LBTH to efficiently handle Benefits, 
Environmental/Street Scene and Parking 
telephone enquiries, delivering comprehensive 
customer service around the clock. The service 
has now successfully answered over 1.5 million 
enquiries and in 2015 LBTH signed a new 3 
year contract to extend the service into 2018 

Operational & Financial Benefits
• On average, Self Service handles over 23,000 

calls per month across LBTH’s three busy 
service areas & resolves over 15,000 (65%). 
This means only 8,000 (35%) of these calls 
require agent intervention. 

• This equates to the work of 12.5 FTE’s and a 
net value / potential saving after Self Service 
charges of approximately £200k p.a.

“Inform 360has played a crucial part in our 
call handling strategy. The cost and efficiency 
gains we have made within our Revenues and 

Benefits call centre have been considerable.  
Coupled with this is the greatly improved 

24/7 service to our customers, who can now 
access Revenues and Benefits information 
round the clock without waiting in lengthy 

queues or being told we are closed.”

Ian Hubball,  
Revenues and Benefits Manager at Sandwell

http://www.Inform360.co.uk
http://www.Inform360.co.uk


18 19Inform Communicationswww.Inform360.co.uk

Case Studies

Bristol City Council (BCC) initially introduced 
Self Service from Inform Communications plc 
(IC) in March 2013 to assist with Revenue & 
Benefit enquiries, including Welfare Reform. 
Following success within these challenging 
areas, BCC has since extended the use of 
Self Service to selected areas of Housing and 
Environmental services where it has provided 
residents with 24/7 customer service, reduced 
the number of enquiries hitting the contact 
centre and improved overall efficiency.

Operational & Financial Benefits
• On average, 57,000 calls are now answered by 

Self Service every month.
• Self Service retains and resolves up to 30% of 

all incoming telephone enquiries without the 
need to transfer to an operator.

“Inform‘s Client Support team has an unusual 
mix of operational experience and technical 
expertise that has proved vital in successfully  
implementing and growing our services. Our 
use of the service is still evolving as it is fine-
tuned to match our needs and we have built a 
good working relationship with the Inform team 
who always respond to our requirements in a 
timely and professional manner. By reducing the 
volume of calls our Contact Centre receives for 
some service areas by up to 30%, Self Service 
has proved to be a valuable tool in our channel 
shift strategy.”

Simon Evans, 
Service Development Manager  

Whilst GBC recognized the potential of Inform 
360 as a front line service, councilors and 
officers had reservations about how residents 
would accept the use of telephone automation 
and so GBC chose a gentle approach for the 
first 9 months whereby the service was used 
purely as a queue busting and out of hours 
service. Feedback from residents was positive 
with callers finding the service easy to use 
and liking the convenience of being able to 
communicate with the council 24/7. In March 
2014 the service was elevated to the front line 
to answer all calls 24/7 and has proved to be 
robust and reliable with 100% uptime.

Operational & Financial Benefits
• Approximately 7,000 calls are now answered 

per month by Inform 360 .

• Over 65% of enquiries are resolved within the 
service, exceeding the expectations of the 
project team and equating to the work of 4 
FTE’s. 

Objectives & Priorities
• GBC required a service provider with a proven 

track record and the technical resources and 
experience to help develop a unified Channel 
Shift Strategy with a “digital first” approach 
that could be extended throughout the council. 

“Inform 360  has delivered substantial cost and efficiency 
savings within Revenues and Benefits at Guildford Borough 
Council. The solution from Inform has exceeded our 
expectations, successfully resolving over 65% of  calls and 
releasing our advisors to assist with greater numbers of 
vulnerable callers. As an integral part of our Channel Shift 
Strategy, Inform 360  has  reduced calls in the Contact 
Centre, enabled us to increase productivity in both front 
and back office and offer an improved level of customer 
service round the clock. Inform’s unique mix of technical 
and operational expertise has been a key factor in the 
development of the service. I am confident Inform 360 
has played a vital role in getting the delicate balance right 
between delivering excellent customer service and good 
business benefits.”

Steve White,
Executive Head of Finance

http://www.Inform360.co.uk
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Customer experience and channel-shift has 
emerged as a top strategic priority for local 
government. As councils seek to promote 
digital customer engagement, Inform 360 
provides the answer to the communication 
required to shift citizens away from agent 
reliance into digital provision.

Shifting channels and making savings can 
all be made possible with Inform 360’s omni-
channel self-service technology. Innovating the 
customer experience, Inform 360 continue to 
delight customers, giving citizens the choice to 
leave behind traditional ways of communicating 
and entering new paradigms of engagement.

Consistently leading the way in moving citizens 
to better self-service, at every touch point, 
Inform 360 succeed in satiating the growing 
appetite of an ‘omni-channel hungry’ world.

Conclusion

“The art of moving 
forward lies in 
understanding what 
to leave behind”

Seth Godin

20 www.Inform360.co.uk
Inform Communications is a registered supplier 
on the UK government G-Cloud 8 framework.

G-Cloud 8 Supplier

Operating across the public Sector, 
GovNewsDirect are the UK’s leading marketing 
communications & direct news organisation 
dedicated to this sector.

We enable the flow of effective information 
to over 300,000 key decision makers and 
influencers. By transferring best practice and 
innovation between communities, sharing 
information and communicating the latest in 
product/solution developments, we are a trusted 
source of aggregated news and insight.

GovNewsDirect are specialists in creating 
engaging and developing partnerships 
facilitating the engagement of mutually 
beneficial relationships between the private and 
public sector. We are proud to be part of public 
sector transformation and influencing change 
through our direct news alerts and research. 

Address: 8th Floor, Regent House, Heaton Lane, 
Stockport, SK4 1BS
Telephone: 0161 641 8129
Website: www.govnewsnow.com

GovNewsDirect

21Inform Communications

Inform 360 Contact
Address: Inform Communications plc, Venture 
House, 2 Arlington Square, Downshire Way, 
Bracknell, Berkshire, RG12 1WA
Telephone: 01344 706111
Website: www.Inform360.co.uk
Email: customerservices@inform-comms.co.uk

http://www.Inform360.co.uk
http://www.Inform360.co.uk
http://www.govnewsnow.com
http:// www.Inform360.co.uk 
http://inform-comms.co.uk
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1. ASM Tech
2. Anglia Revenues Partnership 
3. Balfour Beatty Living Places 
4. Bedford Hospital 
5. Bristol City Council
6. Cambridge 
7. Canal & River Trust
8. Carers Gloucestershire
9. Carlisle Eden Mind
10. Chance (UK)
11. Colchester Borough Council
12. Cornwall  County Council Council Tax & 

Benefits
13. Dacorum Council
14. Dudley Youth Offending Service
15. East Lothian
16. Edinburgh
17. Enfield
18. Family Action, Sheffield
19. Fife
20. Gloucestershire Young Carers
21. Guildford
22. Guildford
23. Hartlepool
24. Haringey
25. Haringey
26. Health & Safety Executive
27. Hexagon Housing Association
28. Hinchingbrooke Healthcare
29. Kings Lynn & West Norfolk Council
30. Liberata UK Ltd
31. Luton
32. Mott McDonald

33. Newark & Sherwood
34. Norfolk County Council
35. Nottingham
36. Nuneaton & Bedworth
37. Plymouth
38. Plymouth
39. Preston
40. Preston
41. R A M H
42. Reading
43. Rotherham Borough Council
44. Sandwell
45. Sandwell
46. Scottish Water
47. Service Birmingham
48. Siemens Financial
49. Siemens Healthcare
50. Social Research Unit
51. Somerset County Council
52. South Tyneside Council
53. Southwark Council
54. Sutton, London Borough Of
55. St Mungo's
56. Staff Moorlands
57. Sunderland City Council
58. Swansea
59. Tower Hamlets
60. Tower Hamlets
61. Tower Hamlets
62. Ulverston Mind
63. West Dorset
64. Wirral Council
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About Inform  
Communications plc
Inform Communications plc is the most experienced, 
flexible and innovative provider of Self Service, Digital 
and Channel Shift services in the UK, with over 25 years’ 
experience in providing industry- leading solutions to 
your customer contact challenges and objectives. We 
build bespoke, automated services that sit in front of 
your resources and handle up to 80% of telephone, 
email, SMS, chat and social media enquiries, without 
agent intervention. 

We will help you transform your business and 
communications processes, streamline and improve 
the customer experience, reduce your overheads and 
increase efficiency in both Contact Centres and Back 
Offices. Unique to the market, over 150 public and private 
sector organisations throughout the U.K. benefit from 
partnering with Inform Communications plc resulting in 
getting your services right first time, every time.

With hundreds of highly successful implementations we 
not only fully understand your needs and can provide a 
range of solutions to fully meet your challenges, but also 
know exactly how to exceed your expectations.  Our deep 
understating of the local government sector means that 
we can provide you with options that would be relevant, 
acceptable and seamlessly executable at all levels, 
departmental, technical, corporate strategy and political.

We will provide you with a full bespoke service including 
initial service structure and script design (based on 
proven use and actual statistics), service build and 
secure hosting, voice recording, on-going management 
and service refinement to enable your service to quickly 
respond to any changing needs and objectives.

© Inform Communications plcFor further information 
www.inform360.co.uk or call: 01344 706111

For further information, click here.

http://www.inform360.co.uk
http://www.selfservice24-7.com/contact-us/

