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Website Overview 1 Nov 2020 — 31 Oct 2021

16,175,719 page views — up 1,298,054 (+9%) on Nov 2019 to Oct 2020

* 794,353 (5%) visits to the homepage
* 346,973 (2%) using the site search

op 10 pages by views
Nov 20 — Oct 21 Nov 19 — Oct 20

Coronavirus — data 530,408  Jobs and careers 478,233
Jobs and careers 441,648  Coronavirus - news 283,556
Road cameras and weather conditions 356,585 Libraries 279,046
School term and holiday dates 238,949 Road closures and diversions 215,437
Coronavirus - news 194,228  Coronavirus - advice and information 191,334
Libraries 179,165 My Account 176,584
My Account 171,570  School term and holiday dates 161,936
Coronavirus - advice and information 170,947  Road cameras and weather conditions 152,888
Road closures and diversions 142,761  HWRCs 105,088

HWRCs 106,703  Contact Us 82,944
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Socilal Media — 1 Nov 2020 — 31 Oct 2021

Top single post by views per channel

Twitter — 335,453 Facebook — 136,640 Instagram — 5,841 LinkedIn — 5,648

Dec 20 — Marcus Rashford retweets our Oct 21 — Sutton Bank closed due to lorry  Jul 21 — Paid for out of county messaging asking
pandemic funding support for families shedding its load of pork

people to test before visiting W 2= WY g ey EUne ee

North Yorkshire County Council
Published by Dan Morris @ - 14 October at 13:06 - @

Marcus Rashford MBE @ @ MarcusRashford - Dec 10, 2020 UPDATED - Sutton Bank has now been cleared following the wagon shedding it's load eatlier.
? North Yorkshire County Council

& ’ No(lr?Vorkghlrc
QD North Yorkshire CC @ @northyorksce - Dec B 2020

a North Yorkshire County Council
5mo -+ ®

From today our newly created company NY Highways takes over everyday

maintenance and larger improvement schemes across the county’s network of
almost 5,800 miles of roads.

L7\~ S 9 northyorkace
n anai
Rashford
Thanks @Marcu:

food and othe

ford. We've launched a £1.4m scheme to prowde

port to families as part of a range of funding to help
those hardest hit by the pandemic: northyorks.gov.uk/news/article/m

State of the art safety measures are at the forefront as a new fleet of highways
maintenance vehicles take to the roads.

Read the full story at https://Inkd.in/d3seynp
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Customer Portal Usage Nov 2020 to Oct 2021

Q 35,779 new account registrations in (31,547 in 2019-2020 )
Q On average, customers submitted 1.64 repeat service requests each (1.72 in 2019-2020)

Q 72,196 digital service requests made (59,019 in 2019 -2020 ), 41,000 of these by registered users

o 11,927 new subscriptions to marketing emails which is 35% of all registrations

o Total 120,884 customer accounts by the end of October 21

Online Service Requests Account Registrations  y Year
B S L0 S S e e S S S e e S A AR TSR AT AT A AN A AR A W& e 8 Vet W W ¥ ¥ o QF VW & @ gt st o WS ¥ o
) ““\; O ot s W W W&o Ol o o ¥y K _;-\:.( oty W W R ? 3 -
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Portal KPl summary

Monthly Performance

Births B7.250
Blue Badge 99 41% |
Blue Badge (Replacement) |

Bus Pass - Age (Replacement) |
Bus Pass - Disabled Persons I B2.63%
Bus Pass - Disabled Persons (Replacemeant) |
Bus Pass - Older Persons /I | <1
Carers Emergency Card M| 70.39%
Deaths G 26.95%
Dropped Kerbs
Financial Assessments Wl 4.14% |
Flooding MGG 47.63%
Footways P 53.00%
Freedom of Information Requests I
Grit Bins I e 76.79%
Highways - Other (Prev HFR) I — e
HWRC I e T
Marriages I e 84.13%
Parking Permit |
Pothole I 7377%
Resident Parking Permit (Replacemeant) |
Screening Tool I 8731%
Streetlights 78.946%
Tree Voo and Grass NI 47 97%

Manthly Performance

oy/Mmy20M9  3110/2020

O O

Month in Review

Births

Blue Badge

Blue Badge (Replacement)

Bus Pass - Age (Replacement)
Bus Pass - Disabled Persons

Bus Pass - Disabled Persons (Replzcement)
Bus Pass - Older Persons

Carers Emergency Card

Deaths

Dropped Kerbs

Financial Assessments

Flooding

Footways

Freedom of Information Requests
Grit Bins

Highways - Other (Prev HFR)
HWRC

Marriages

Parking Permit

Pothole

Resident Parking Permit (Replacement)
Screening Tool

Streetlights

Tree Ven and Grass

Month in Review

/1172020

. 33.71%
| 595 |
e 30.26%
I 59 7% I
. B1.44%
I 7. 58% I
| 957]§ |
I | £5.89%
I (37.74%
. |o000%
Hl 537% |
P 48.95%
P 48.27%
. |o00o%
I 71.39%
. Y9p7 |
. 9304 |
- 9573
I 74.36%
. 100.00% |
. 995]%|
B80.23%

I 45.67%

31,/10/2021
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s Digital Demand November 20-October 21

Select Date

48851

Information Service Request 01/11/2020  31/10/2021
Request

40K

O—0O

KPI Mame
-
20K Al 4
11252

1234
0K : __ _ _
Web Voice In E-Mail In Webchat MailIn  Voice Qut  (Blank)  Face2Face

45 10 /) 5 4

Overall Digital Trend

M Mame Web Reguests Mon-Web Total Reguests "..-‘& 5l
Requests

-
Blus Badge a0z 43 9045 SUETH
HWRC G554 12 9566 SOBTH
Birthes 4571 20 LEe0 B3 T1%
Bus Pazz - Clder Perzons 4417 22T 46544 35113
Pothole 2773 856 e T4.36%
St 2688 G662 334E B0 23
D= 2304 3950 5344 3774
H 2082 63 2160 4885
F 1074 20559 4033 43053
g
- _ - - — i)
143 1720 3154 A5 AT
1361 G34 1945 SHZZH
1312 259 1611 B1.44%
17 369 1186 SH.89%
706 283 ftaiel 71309%
Scr G72 4 G676 So41%
548 41 eg 43043
B 474 16 480 SE.TIH
F 354 TO0E 7406 S3TH
F 288 0 286 100003
B 184 230 424 A5TEH
B &1 9K 6 A FE3 °
= - - e el oo o m o@m o o@;m o o&m o m O 0O O O O o o 9o O 0O 9O 9O - - o o o o o o — 1
E - = - :; ,:_E 1:__* _-LE—E:_ — — — — — — — (3] (o] [} (3} [y} [} ™ (o] (o} (2] (3] (o} (3] (3] (o} (o} (3] (3] 3] (3] (3] (o} (2]
B =z = [Rep = & TE
_ e - L R, c 5 0o i e = o -~ =T &) B o T Yoo o = 2 = o T oo f
Rezident Parking Permit (Replacemsent 56 0 56 D000 3 = 3 @ A 8 o § 3 3 2 8 3 = 3 o 5 8 o § 8§ 3 o 7 3 2 3 o 5 8
= T wn O F o T oo E o E = I W Oz o T ow E : E = z W O
Total 48851 125559 61410 T9.55%



Impact of Covid on the % of service requests on-line

% of service requests on-line as a
proportion of total CSC demand (Oct)

46%

45%

o » High Volumes of Social Care Demand — few on-line services
available

43%

o) Covid Services did not have on-line options

41% Many services were adjusted during covid i.e. Birth

- registration, Death Registration and Ceremonies — Customers
were calling for reassurance

39%

38% .
Numbers have not recovered fully as a result of the Continued

37% high demand for Adult Social Care.

36%

35%

2019 2020 2021 North Yorkshire
"2 )¥ County Council
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CSC - Frontline

Frontline Calls Offered

(/]
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emmm=NOV 19 - Oct 20 e===Nov 20 - Oct 21

Frontline Average Handling Time

emmmmNOV 19 - OCt 20  ===Nov 20 - Oct 21

Frontline Average Speed of Answer
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e NOV 19 - OCt 20  ===Nov 20 - Oct 21

* October demand was 6% down on previous year and 12% down from

September

* The average handling time was 5% down on previous year although
increased from last month. New team members have joined and are

reducing their time nearer to target

* The average speed of answer has continued to recover and improved

against last month

)

OFFICIAL

North Yorkshire
County Council



CSC - Social Care

Social Care Calls Offered
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Social Care Average Handling Time
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Social Care Average Speed of Answer
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» October demand was 3% up on last year over the phone.

» An increase demand on the e-mail channel from professionals
has resulted in more capacity being directed to off phone tasks
which has shown a reduced performance overall on phones.

» Average speed of answer has continued to increase and this is
also reflected in a continued increase in average handle time
both measures are at the highest point in rolling year

OFFICIAL
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Social Care Demand

e CSC has processed 7% more work with same FTE for the same period in 2019
 HAS Demand has increase by 22%

* Abandonment rate has risen by 10% - Now 17.5%

* Some Customers are waiting as long as 15 Min to get through

e Corporate Citizen SLA is 1min 30 sec to answer and 5% abandonment

Demand Against Baseline
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Complete HAS Demand

HAS demand has increased by 6% contacts per week compared to the corresponding weeks in
2019 and a 23% increase compared to 2020 (April 2020 reduction was a result of initial lockdown
for Covid19)

HAS Total Completed

1500
1400
1300
1200
1100
1000

500

N Tl s A L A LR U N
{,‘.\:l' .&E- -\.kl:l-\‘-. "s:&'z- 4_"'.} -‘f&'."'. ‘-E'\""E' \3‘1'2. @’-‘.‘1" ﬁ-é‘_"r E_li# & i \\?"‘:‘ -f' "?li-‘: q"\_:'.\:-lr ?'i-t
o ¢ S R TG .
o “ .Eﬁﬁt .qfﬁF
ﬁb @a

— )]0 — M —1]

’\ North Yorkshire
\*2)) County Council

OFFICIAL



Complete CYPS Data

CYPS demand has reduced by 3% contacts per week compared to the corresponding weeks in 2019 and a
9% increase compared to 2020 (April 2020 reduction was a result of initial lockdown for Covid19)

CYPS Total Completed

’\ North Yorkshire
— )10 —2  — 2021 =) County Council
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Social Care Average Handling Time (AHT)

The AHT for Social Care calls has been significantly higher in 2021 compared to previous years. Factors are varied
and range from complexity based on changing population needs, changing guidelines, additional information being
required to be captured, behaviour changes due to working from home and remote peer reviews being
required. AHT has increased by 10% compared to 2019 and by 6% compared to 2020

Average Handling Time

75\ North Yorkshire
0 2021 County Council

.
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CSC — Citizen and Professional Queues

Average Speed of Answer

Sep-21 Oct-21

e Cjtizens == Professional

The abandon rate on the citizen line was 8.6% and
33.9% for Professionals for October compared with
7.9% and 24.3% for September.
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» October was the second full month of the citizen and
professional social care queues.

» The average speed of answer on the citizen queue in October
was 168 seconds and 610 seconds for professionals.

Abandon Rate October

2021
2021
2021
2021
2021
2021
2021
2021
2021
2021
2021
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CSC — Web Chat

Web Chats Offered Web Chat Average Speed of Answer
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North Yorkshire

County Council

Improving customer experience

Including accessibility



Accessibility update

Each services should have 2 or more access channels — telephone is not
always the best channel

Customer Service centre becomes the accessibility co-ordination hub

If a customer has a need for a specific access channel the customer should
be able to stay on that access channel even into the back office — this is the
risk at the moment.

Need to consider the access channels available to support customers in other
teams.

5\ North Yorkshire
34 County Council
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Initial Changes Made On-line to Improve Accessibility

Search our website Q ‘

@N orthYorishire o act (s

Before you start

Use this service to submit your enquiry.

My account

@® Accessibility

It should only take a few minutes to complete this form.

By using this form you agree to our legal terms. For more information on how we use your information you can view our privacy notices.

Easy to locate on the website

Avallable services Accessibility '@\ North Yorkshire
y County Council
Help and support Cookies policy

Public website Privacy statement

« Customers can request additional

SUppOI’t to access services NorthYorkshlre
y County Council
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Sitemorse reports —page overview -

Accessibility >
12/9/2019 report 22/9/2020 report 12/8/2021 report
A AA AAA A AA AAA A AA AAA
/"‘ /— g— 1
N 48 A \ AN\ A
8% 89% 56% 10% 90% 90% 17% 91% 999
A4 v
mo'\\____, 0 00 o . 7
80 30 20
£ 60 sj 60 f 80
§ 40 2w g w0
20 20 20
B e 31. 12 20 24 22 1.1 12
51§p SED sjgp E;ezp ﬁ%\}l)g A%:g 52er Sep Sep Aug Aug Sep Aug Aug
A® AA @ AAA A® AA® AAMA

Compliance at AAA standard has significantly increased from 56% to 99% of pages which is
particularly difficult to achieve.

« Compliance at AA standard has increased slightly from 89% to 91% of pages.
» Overall accessibility score of 6/10 has been maintained.

The score does not reflect our legal requirement — a significant number of A standard errors h A
are caused by PDF content that is exempt which an automated checker cannot measure (o)) North Yorkshire

County Council
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PDF removal work NORTHYORKS.GOV.

UK

Around 3100 PDFs remain causing errors (down 750 on 2020) 43% mHTML pages ®mPDFs mother

of our site.

Approx Number (%)

General

Minerals planning
evidence database
Legal notices

HAS provider
bulletin

Consultations

Covid related
Jobs & Careers

1,000 (32%)

1,000 (32%)

500 (16%)
250 (8%)

250 (8%)

100 (4%)
100 (4%)

All either:

« Still chasing feedback from service

« Comms working through transferring to content
* Removed since scan

Accessibility statement will be updated on 23 Sep
with latest position, with more time to complete if
needed.

Legally required, accessible versions will replace
these when plan next updated but most exempt due
to age.

Legally required, cannot remove or make accessible.

Awaiting outcome of T&C analysis on potential
separate site/portal. Not aimed at public.

Currently removing older than 12 months, remaining
ones included in accessibility statement, alternative

format on request. h
q ‘qg North Yorkshire
Temporarily allowed due to urgency, to remove County Council

Flagging with recruitment team for review

OFFICIAL



CSC Live Services Nov 2020 — Oct 2021
Blue Badge Hidden Disabilities

Problem
Customers applying under the wrong criteria were being refused and having to re-apply under the correct criteria — poor, time
consuming experience.

Improvements Completed
If a customer now applies under Hidden Disability incorrectly, the advisor can put the application through if its clear there is
evidence to show that customer is eligible under 'Walking'
So far this has prevented 51 customers having to reapply and has also saved these applications having to be dealt with twice —
savings so far over 4.5 months - circa £349
As well as savings this has provided a much improved customer journey and will reduce complaints to NYCC and MP letters
from those who have been told they are not eligible

ADDS Wrong category
Month recepif)/ed Rejected | Accepted discretionary Total approved % Approved % increase
approvals
131 21 50

Jun-21 7 57 44% 6%
Jul-21 131 35 39 15 54 41% 11%
Aug-21 103 16 38 8 46 45% 7%  orkshire
Council
Sept -21 89 23 19 7 26 29% 8%

Oct -21 75 14 20 7 27 36% 9%
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North Yorkshire

County Council

New Services Launched — Providing
alternative access channels for customers



Year at a glance — Customer Portal

N-l:.ﬂ](:e

HAS Mama
assessment

[Brexltj
Uate Insurance claim online form

Blue Badge o
(lost/stolen) Dropped kerb request

Bus 355 online form
(lost/stolen)

Residential E
Parking permit Parlﬂng Permit
2nd jteration m renewals

Contact us Cumplalnts (SGDPIHQ)
mldp{:-mt 1 Hﬂ ‘ ‘ 1

S-IJI]-I'I'IISSID
NY Connect - LGA categories

Gritter Tracking

OFFICIAL



CSC Live Services October 2021

Dropped Kerbs

15th October — new online application

41 online requests have been made since go live 100% online
Paper exception route is currently a temporary one — a long
term solution is being worked on to align with our Accessibility

Select the exact road 1. Check before you start

policy and can be reused with other services. location where you intend .
. . . . . . . to place the dropped kerb
Estimated savings for this service moving fully online (with an and access the highway 2.Property and applicant details

expected low number of paper exceptions) across the CSC and
highways service areas are £13,707 — with further possible
savings predicted by reduced calls into the CSC.

3. Crossing type

Type of crossing

Surface of driveway

4. Crossing location

Location of crossing

I,CQA\ NOFUN YOTKSHIire
=34 County Council
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CSC New services 2021

Launch of CSC handling inbound calls for Credit Control

] ] Credit Control 8 Oct to 12 Nov 2021
* In October we moved Credit Control calls into the Customer

Service Centre to support the Credit Control Team focus efforts
on collecting debit.

» This move has seen over 45% of customers currently calling
the credit control number making payment via the automated
telephone payment system

» 30% of 716 are queries on invoices which the CSC can triage
back to the service area that raised the invoice for review

» The remaining are 494 customer calls which need support to
make a payment — These calls are currently still going to Credit

Control. = Automated Payment = Phone Payment
= Setup Direct Debit Financial Difficulties
* Next steps
« CSC to...
« Start taking payments
* Post out direct debit mandates North Yorkshire
» Leaving only 53 of the previous contacts — those customer "/ County Council

needing support with financial difficulties going to the credit
control team

OFFICIAL



North Yorkshire
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Household Support Fund



2i* Household Support Fund

Rapid Solution Design
High Level Customer

Journey: Digital

Before you start

The Household Support Fund (HSF) is designed to help people afford basic essentials over winter. It's available to assist
households, through small grants, helping them with things such as food, clothing and utilities.

You can use this form to request your voucher or requesta replacement letter if vou've lost it.

Only those who have been contacted by letter are e 1. A\ North Yorkshire

nycenet.  Household Support Fund

Before you complete this form, please make sure you h.

o the letter that states you are eligible for a voucher;
e details of the person the letter is addressed to, incl

Eurther information about household suppert fund is ay

Do you have the letter which states you are eligible for a voucher?

By using this form you agree to our legal terms. For mor
our privacy notices.

‘st Household Support Fund

Enter the unique reference number

It's printed on your Household Support Fund letter

Below is the flow of how we will facilitate the digital direct
award claim process. To the right are examples of the
online form that we are building to support this process

» Where do | find this?

Continue R4

N

Customer calls
council (NYCC or
DC/BC) for IAG

Customer

Voucher provider Customer Customer purchases

Letter drop process
(includes URN)

completes eForm,

providing contact

preference details
and URN

Confirm validity of
URN

Send confirmation

Customer accesses
NYCC website for
1AG

Customer needs
new URN as lost
letter

e

Customer needs
new letter —
highlighting error in
initial application

email to customer

Information sent to
Blackhawk

sends link to
voucher to
customer

> completes voucher
redemption process

on Blackhawk portal

h North Yorkshire

‘. v County Council

2 BLACKHAWK

food/energy (tbc)
either in-store or
online

Customer
| encounters issues — |
| contact Blackhawk !
|

BLACKHAWK




Rapid Solution Design
High Level Customer

Journey: Non-digital

The non-digital route will be for processing claims where the recipient

is unable to complete the online journey themselves. Therefore, this
form will be provided the CRC and partners to complete on the

claimant's behalf.

The form differs from the point of view that the claimant explains

which vouchers they'd like to receive.

O"“"""“’?"""‘ Household Support Fund

Before you start

The Household Support Fund (HSF) is designed to help people afford basic e:
households, t!

ugh small s, helping them

h thing utilities.

You can use this form to request your voucher or request a f you've lost it

Only those who have been contacted by letter are eligible for vouchers.

ou have to hand:

and

or mobile telephone number

old support fund is a n our websit

gree to our legal terms. For more information on how we use your information you car

Yes

No, I've lost it

No, I've not received a letter

Is over winter. It's available to assist

 view

you are eligible for a voucher?

(_) Asda

() Morrisons

() sainsbury's

:‘ Marks & Spencer (M&S)

__) Waitrose

like to redeem your voucher

ill only be accepted by your chosen supermarket.

) 3

NYCC or DC/BC

4

N & F =

Agent completes

]
-—
[ 0O Customer calls r P—
P council [NYCCor |
DC/BC)
Validate URN via
Letter drop process - T Power BI
(includes URN) authentication tool
A g
H
H
o Customer visits E
= |
vy

: Customer needs
: new URN as lost
| letter

|

Infermation sent to

Voucher provider Sl

Y

CCC prints voucher
to PDF and emails

to DMC team

eForm, providing Blalfkhawk— . > sends link to > voucher redemption
phene number and Generie CCCemail voucher to CCC process on
URN account Blackhawk portal
H
H
H
; 2 BLACKHAWK
H
H
H
H
v

Customer needs
new letter —
highlighting error in
initial application

DMC team posts
voucher te
customer

myge O

[=]

L J

Customer
purchases food/
energy (thc) either
in-store or online

TESCO




North Yorkshire

County Council

8372

Eligible Households

All of these households were sent a letter
which encouraged them to confirm their
eligibility via an online form. The chart below
shows the # of submits per day

1931
1269 1254
I I = . =
A N A
,-L()’L ,\fLQ .{'LQ \rLQ \fLQrZ’ \fLQ’L

\
\\\\q \\'3’ \Q’\ \'ﬁ' \\\’f) ,\\\’LD'

98.9%

% Digital Uptake

70.8%

HSF Uptake Overall

9,927 91

Total # Forms # non-digital

high level HSF activity overview
in draft, not peer reviewed

Successful Form Submissions

Where the form was submitted successfully, we
responded per below by email

2795
1843
w
=
g
H*
636
11/22/2021 11/23/2021 11/24/2021

We've confirmed by SMS for those who have asked
for it; below is the number of SMS

2577
1697
. =

11/22/2021 11/23/2021 11/24/2021

Digital
Digital
Non-digital

Triage & Complex Claims

Where forms were submitted and there has been an issue in the information captured, that
information is below. We have a process to contact these again and resolve the issues.

- First name - Last name 265

- First name

- Last name

- Date of birth

- First name - Last nam... I 3
- First name - Date of b... | )
- Last name - Date of b... | 2

# Forms



Rapid Solution Design
Voucher Provider

Process for voucher provider
Landing page on the left, voucher selection below

C M (5 https;/northyorks.select-essentials.co.uk

B = @ @

<« G Q@ (B https//northyorks.select-essentials.co.uk/Choose % v= ® -
Z\ North Yorkshire
(&3 County Council HOME HOW IT WORKS FAQS CONTACT US RETAILER INFORMATION
V ¥ ' (2N N North Yorkshire
b’- ) County Council HOME HOW IT WORKS FAQS CONTACT US RETAILER INFORMATION L0G ouT

: b‘o. .oo'o

My Reward +

REMAINING VIEW / ADD CODES MY BASKET

Turn your voucher B
‘f“fg‘?“;*-’ code into e- % 7 options found

vouchers for food
and other essentials.

GIFT M&S
ALDI cARD

GIFTCARD

JOHN LEWIS WAITROSE Morrisons
. s Makesit Go an..trest yourself
Aldi eGift . . . .
Asda eGift John Lewis & Waitrose M&S eGift Morrisons eGift
£1- £2000 i
£5- £100 eGift £5 - £50 £1-£500
£5-£125
How it works ,
Sainsbiis TESCO
— More than one Select Code to redeem? No problem, just add your codes one at a One card,
ygu?feecb;eg' Pleass usg time, then you'll be able to spend them together. N thousands
the contact us page for any J o
B anaues) of choices.
)
Sainsburys eGift Tesco eGift
£5- £50 £1-£500
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North Yorkshire
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Continuing to support the COVID response



Care Home Support

The customer service team have continued to make weekly calls to all care home and
Domiciliary Care Provider in North Yorkshire to ensure they have everything this need.

Working with the HAS commissioning team we have been able to flag any concerns and
offer support where required

In the last 12 month the CSC has completed 36,689 care calls to Care homes
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CSC continuing support service 2021

Community Support line a year in review

CSC has handled 2579 inbound calls via the community support line from 1 November 2020 to 31 October 2021.

Top demands for the year...
184 food shopping

129 prescription collections
22 covid-19 support grant
19 priority shopping slots

Community support queue call volumes
600

500
400
300

200

100

Nov-20 Dec-20 Jan-21 Feb-21 Mar-21 Apr-21 May-21 Jun-21 Jul-21 Aug-21 Sep-21
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Contact Tracing

The CSC has made over 10,000 contact tracing calls over the year.

» Cumulative successful cases (All cases, North Yorkshire)

0.09%
003
89513
89.29%
B0%
59
e S8 8781% 8780% o 8781%
Jul 2021 Aug 2021 Sep 2021 Oct 2021 Nov 2021
Date Created
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Outbound Postal Maill.

Lockdown 3 Covid-19 guidance email / mailing impact

Did activity on the website alter when the postal mailing went out?

On 25 Jan there was an .
increase in viewings on Sta_ts from th_e WebS|te_ pages
the pages that were iIncluded in the mailing
mentioned in the postal 1000

mailing. It is highly likely 900

to be as a result of the

mailing landing on 800
doorsteps. 700

600
The mailing relies on the 500
post person delivering the 400
mailing which is likely to 300

be along with any other 200
mail shots they have. 100 _-&Z\_\_/\
0

Anecdotal evidence that S 5§ 5 5§ 5§ 5§ 5§ § 5§ 5§ 5§ § 8§ 8 8 98 92 2 %
the mailing wasn't sl il A A T R
received when asking N & d N d®®mo o o o o o o
family, friends and —Ilanding page =~ ——testing help for you

colleagues how you can help=—=shielding ——buy local
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Outbound E-Mail Campaign — Impact on the
Website

Lockdown 3 Covid-19 guidance email / mailing impact
Did customers use the links to the website from the email?

@ Users
2,000

1,000

8 Jan spike

February 2021

12 Jan spike

® Users

150

100

50

February 2021

On 8 Jan customers went on to visit...

44 visits went to https://www.northyorks.gov.uk/contact-us
27 visits to https://www.northyorks.gov.uk/my-account

11 visits to https://www.northyorks.gov.uk/get-touch
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https://www.northyorks.gov.uk/contact-us
https://www.northyorks.gov.uk/my-account
https://www.northyorks.gov.uk/get-touch
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Questions

Robert Ling
Assistant Director Technology and Change

North Yorkshire County Council
County Hall

Northallerton

DL7 8AD

Twitter @ling_robert
Telephone: 01609 53 3476
Email: Robert.ling@northyorks.gov.uk



