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Customer First

• Designing Services Around The Needs of 
the Customer

• Delivering First Time Services

• Sharing ICT Infrastructure
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Efficiency Gains

£0.14£1.08£6.46
Lower Quartile 

Average Cost 

£0.17£4.00£7.81Median Average Cost

£0.46£6.35£11.28
Upper Quartile 

Average Cost

Online
Contact Centre 

(Telephone)
Face to 

FaceTransactions:



Potential Savings

£28,231,993.67£107,122.88£11,812,973.77£16,311,897.02Moving from Upper to Lower

£17,107,937.13£97,080.11£5,267,644.85£11,743,212.17Moving from Upper to Median

£11,124,056.54£10,042.77£6,545,328.92£4,568,684.85Moving from Median to Lower

Total Savings

£0.14£1.08£6.46Lower Quartile Average Cost 

£0.17£4.00£7.81Median Average Cost

£0.46£6.35£11.28Upper Quartile Average Cost

334,7592,241,5513,384,211Transaction Volumes
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Secure Public Service Network

Secure Business Applications / Services (from any supplier)

Councils As Users / Public Sector As Users / Customers As Users

Secure Public Service Infrastructure + 3rd party ‘hosting’
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Citizen Account Links





Typical Connectivity Model


