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Our Clients

306,000 Residents

1,112 square miles (half 
of Lincolnshire)

122 elected Councillors

Almost 1,000 Officers

£42m Savings target 
over 10 years



Key Challenges & Drivers for 

Change

Demand & Current Climate

Customer Expectations

Demographic Drivers

Technological Differences

Recruitment and Retention Pressure

Limited Data



Contact Centre 

deliverables

640,000 Contacts a 

year

Multi-Client, Multi-

Site

Multiple Contact 

Channels



Transformation Focus



Contact Centre 

transformation

 New Telephony & Contact 
Centre system

 Assisted Self Service

 Idox Uniform 
implementation & 
integration to Assisted

 Redevelopment of Boston 
Websites and Subsites

 Online Garden Waste 
system

 Online Market Trader 
booking



Assisted Self Service

Over 100 training 

materials

Over 1000 KB 

articles
Open API

Customised 

Reporting

Delivery Alignment Consistency Quality Efficiency Intelligence



Website (BBC)



Garden Waste (Boston)

8,000 tonnes garden waste 

composted for re-use

Fortnightly collections 

between March and 

November

99% of bins presented 

collected first time

11,897 Subscribers

£579,000 Income



Online Market Trader Booking (SHDC)

148 Traders 

Registered

£28,226 Income 

Generated



Online Market Trader Booking (SHDC)

148 Traders 

Registered

£28,226 Income 

Generated



JACKIE  WR IGHT

C H I E F  D E L I VE R Y  O F F I C E R

Jackie.wright@pspsl.co.uk

01775 764477 

www.pspsl.co.uk

www.linkedin.com/in/Jackie-wright2000

Thank You!
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