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Took a joined up and collaborative approach – example 

Income and Financial Wellbeing

UC  increase 
50-60 per 
week for 8 
weeks to 1 

June

Increased 
contact -
Tracked 

summary call 
notes (CRM)

Increased 
contact for 

advice: 
identified 
resources

Comms 
campaign

Redesigned 
automated 

income 
processes

Automated 
emails and 

texts

Increased 
contact to 
customer 
services

Planning for 
2nd wave 

furlough ends

Work on re-
starting 

possession 
cases

Increased 
demand for 
employment 

& training

Business plan 

scenarios and 

modelling



Income and financial wellbeing campaign



Here to stay 

CHANGE

Prioritise LA 

priorities of 

temp housing 

and rough 

sleepers

Virtual 

viewings and 

DocuSign 

Home 

working 

and the 

right tools 

to do the 

job

Augmented 

Reality

Digital 

comms and 

engagement 

with 

residents

Higher 

focus on 

supporting 

residents



Augmented Reality



What next

• Further lockdown planning

o Lessons learned review

• Brexit risks

• Embedding changes

• New Ways of Working project
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