


What we’ll do …

• Use the strategy and behaviours to 
ensure that everyone considers their 
actions and understands how the 
decisions that they make affect the 
resident experience

• Work with the organisation to design 
and evolve efficient services to achieve 
the best resident experience possible 

Connecting with the people of Coventry to deliver the services they need and 
listening to them to keep improving what we do

Behaviours that underpin everything that we do
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What it means…

Easy to use self serve offer

Technical skills support

Digital inclusion service 

Opportunities to share experience

Services designed around people

Improvements tested with users

CONNECTED SERVICES

CONNECTED CHANGE

Services built around people and 

connections informed by learning

Partners working together to help

CONNECTED ACCESS
24x7 access through digital channels

Face to face & telephone to support 

vulnerable  & complex services

…for 
Coventry 
people

How we’ll know we’re 
making a difference…

Why it’s important …

• To offer joined up service provision 
from across the organisation and 
beyond to improve the resident 
experience and reduce the need for 
multiple contacts

• To build confidence in digital channels 
and support people to gain digital skills

• To improve inclusivity and accessibility 
for all our residents 

• To enable residents to inform and 
shape services through actively 
seeking feedback on their experience

• To improve our understanding of 
resident perspectives, helping us to  
anticipate  their needs and 
expectations

• To create an organisational view of the 
resident to provide an awareness of 
individual circumstances

• To establish an organisational brand 
and a consistent service offer, 
managing expectations

• Collaborative working across the organisation 
and beyond is the norm, built on trust with the 
express purpose of helping residents and 
improving services

• Targets for customer satisfaction and 
supporting measures are in place that are 
shared organisationally

• Governance arrangements are in place to 
monitor and drive improvement activity

• Best practice against benchmark measures is 
celebrated organisationally and learning shared 
across services 

• Data is shared to support the prevention 
agenda rather than responding to situations as 
they occur 

• Optimum channels of contact are identified for 
all transaction types

• The website  is easy to use and the digital 
council service offer has a consistent resident 
focussed experience with a significant take up

• Resident experience training forms part of the 
organisations mandatory offer

• Mystery shopper activity is in place for services 
that aren’t directly front facing and coaching 
support is available for those directly engaging 
with customers

• End to end complaint management in place 
across the organisation and learning from 
mistakes if encouraged

being  proactive and 
intentional, 

anticipating residents 
needs

embracing change 
and progressing 

improvement 
activities

working 
collaboratively, 

having a  solution 
focussed attitude

listening to residents, 

actively seeking 

feedback and 

opportunity

COVENTRY CONNECTS

CONNECTED DIGITAL



THE IMPORTANCE OF DIGITAL INCLUSION

Digital inclusion = social inclusion

• Digital acts as an enabler to other opportunities

• People who are digitally excluded face further inequalities across various 
areas

An informed choice about accessing digital

• All Coventry residents should have equal opportunities to use digital tools, 

technology, and services in the right way for them. 

• We need to understand and remove the barriers to digital access.



The picture in Coventry 2019-22:

• 9,380 households potentially have no device available to 
access the internet – 7% of 134,000 total households4

• 27,700 16+ residents potentially only use a smartphone to 
go online – 10% of circa 277,0004

• 15% of residents in income deprived households6

• 11,910 people claiming job-seeking benefits7 – UC and JSA 
make up the main eligibility criteria for social tariffs8

• 800 statutory homelessness cases5

• 1094 care home residents9

• 11,170 households (2011) where English is not the main 
language6

• 19% of households in fuel poverty6

• 5,812 people Coventry Foodbank provided food to between 
April and June 20215

• 50,400 residents over-644, 27,400 over-744

1. Ofcom's Online Nation 2021 Report
2. Data Poverty APPG State of the Nation 

Report 2022
3. Ofcom Connected Nations

4. Census 2021
5. One Coventry Plan Annual 

Performance Report 21-22
6. Citywide Intelligence Hub

7. Office of National Statistics (ONS)
8. Ofcom Affordability of Communication 

Services
9. Coventry City Council

The picture nationally in 2020-21:

• 1.5 million households (6%) without internet access1

• 18% for over-64s 
• 11% for lower social-economic households

• 7% of households have no devices available to access the 
internet1

• 12% of lower social-economic households have no devices; 
13% have just one device

• 85% of internet users aged 16+ used a smartphone to go 
online1

• 10% only used a smartphone
• Smartphone reliance was higher among the young and lower 

social-economic groups
• 87% of over-64’s used a computer

• 4 million households eligible for social tariffs2

• Only 1.2% of eligible customers take them up
• 10 million adults lack the most basic digital skills2

• 50% of over-74’s

MOST LIKELY TO BE DIGITALLY EXCLUDED

https://www.ofcom.org.uk/__data/assets/pdf_file/0013/220414/online-nation-2021-report.pdf
https://static1.squarespace.com/static/601151bbe2079953e95f9aaa/t/635812a39d032d575ad0e56a/1666716340650/%5BOnline%5D+State+of+the+Nation+report.pdf
https://coventry-city-council.github.io/connected-nations/
https://www.coventry.gov.uk/facts-coventry/population-demographics/4
https://www.coventry.gov.uk/performance-1/council-plan-performance-reports
https://www.coventry.gov.uk/facts-coventry/citywide-intelligence-hub
https://www.ons.gov.uk/employmentandlabourmarket/peoplenotinwork/unemployment/datasets/claimantcountbyunitaryandlocalauthorityexperimental
https://www.ofcom.org.uk/__data/assets/pdf_file/0016/232522/Affordability-of-Communications-Services.pdf


Connectivity
National Databank- Coventry residents staying connected

• Broadgate House

• Family Hubs

• Community Libraries

• Refugee & Migrant teams

• Moat House Community Trust

• VCSE organisations

“I don’t know how to thank you for the help you gave me, I just know and say thank you from the bottom of my 
heart.”

Recipient of National Databank sim card, Dec 22



Devices – developing projects

Recycled CCC stock, social value leverage and community funding to 
support digital inclusion initiatives

“Winter Warm Spaces-
laptops for homework” 

Positive Youth Foundation

“Families in temporary 
accommodation”

P3 & Housing Team

“The House Project”

Through Care

“Tech & Tea”

Moat House Community 
Trust & AbilityNet

“Digital drops-ins for 
women at risk of sexual 
abuse and exploitation”

KairosWWT

“Supported families”

Early Help



Support and skills

• ‘Strengthening the place to empower the person,’ modelling                                                                  
the 100% Digital Leeds community based model to influence                                                                    
VCSE organisations to deliver digital inclusion activity. 

• Trained EnV volunteer City Host digital champions to support                                                        
community and library drop ins.

• Leveraging and maximising social value commitments to                                              support 
initiatives

• Barclays Digital Wings #CovConnects platform to drive and monitor foundation skills provision



#CovConnects- December updates*

180 devices 
allocated for 

digital inclusion 
activity

18 National 
Databank 

distribution points

28 partner 
organisations

142 digital 
champion 

volunteer hours

1150 data sim 
cards available

* #CovConnects launched mid-October 22,
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