
Stockport Metropolitan Borough Council - 
BetterOff, Online Welfare and Employment Platform 

Stockport Metropolitan Borough Council
Stockport MBC, based in Greater Manchester, 
approached LookingLocal in 2016. Impending 
budget cuts, including a £500k reduction to 
its Information, Advice and Guidance (IAG) 
services, were the catalyst for exploring new 
solutions to continue providing much needed 
services. 

With an average annual caseload of 47,000, 
Stockport Council was dealing with 260 face-
to-face appointments and over 600 telephone 
enquiries a week for benefits and welfare. 
Colleagues at Stockport conducted their own 
analysis and came to the conclusion that they 
were unable to still provide this same level 
of advice to all claimants and would need to 
channel shift the majority of customers to an 
online service. 

BetterOff self-serve
Analysis undertaken by LookingLocal before 
the implementation of BetterOff at Stockport, 
revealed that there was a real gap in the tools 
available to support those who were willing 
and able to self-serve.

The aim of BetterOff was to triage the majority 
of claimants to online advice, by providing 
virtual guidance within the content and 
various benefit and appeals processes. The 
written guidance throughout the platform was 
constructed with the help of specialist benefit 
advisers and has helped to support claimants 
with either minimal or zero support. With the 
majority of claimants being able to self-serve, 
advisers are able to help those customers 
who are vulnerable and have complex 
circumstances.

For more info – Email: betteroff@lookinglocal.gov.uk  Tel: 0845 434 8540  
Web: https://about.lookinglocal.gov.uk/solutions/betteroff



Implementing BetterOff
Stockport began to implement BetterOff 
in March 2016. A project team managed 
the implementation at a local level with 
representatives from Revenues and Benefits, 
IAG, Communications, Workforce Training, IT, 
and Corporate Project Management. 

The implementation process took just over 
four months and the platform went live in 
beta for a soft launch phase in July 2016. A 
comprehensive BetterOff training programme 
developed by Stockport Council, with the 
help of LookingLocal, was delivered to staff 
and partners across the borough. The training 
included demonstrations and practical 
exercises with over 120 attendees.

Weekly conference calls were scheduled 
between the project team at Stockport and 
LookingLocal. Louise Chadderton, Project 
Manager at Stockport Council commented; 

“Having a dedicated and 
very knowledgeable Project 
Manager from LookingLocal 
who we could speak to every 
week and answer all our 
questions was very helpful. 
For us the implementation 
of something like BetterOff 
was completely new, but 
LookingLocal’s experience of 
past implementations was 
invaluable.”

BetterOff Features
• Online forms supported with content 

and video guidance

• Virtual advice through web chat and 
co-browsing technology

• Detailed guidance on Interview 
techniques, questions and preparation

• CV writing and job applications advice

• Job search aggregator feeds jobs from 
hundreds of databases 

• Journal records job search activity to 
support work-search eligibility 

• Pre-constructed job journal entries 
help users accurately record activity

• Benefit entitlement calculator 

• Advocate use; journal and forms 
can be shared remotely for help and 
support



Project Success
Louise Chadderton commented on the 
success of the BetterOff implementation at 
Stockport Council and said; “To make the 
project work you need to make sure you have 
the right people involved. Support from the 
communications team both internally and 
externally was crucial.

“LookingLocal’s approach to Agile working also 
helped to ensure everything was correct before 
going live. We allowed time to make sure the 
content was right, not rushing any part of the 
project and getting constant feedback from 
staff and customers was very valuable.”

Significant Savings 
Within the first year of being live BetterOff has 
made a £214,000 saving to Stockport Council’s 
bottom line, which has helped them to manage 
the impending budget cuts to the service. 

The built-in entitlement calculator has also 
ensured that claimants are receiving all the 
benefits they are entitled to, which ensures 
they are in the best position to look after 
themselves, their family and where possible, 
find sustainable employment. Within the first 
five months of BetterOff going live, the average 
amount claimed by each Stockport BetterOff 
user increased by 250%. Louise adds;

“Having a benefit calculator built-in to 
BetterOff is very smart; for claimants it means 
that everything is in one place. The claimant is 
taken on a fluid online journey, from calculating 
entitlement, being provided with the forms 
relevant to their personal circumstances and 
then to the expert virtual guidance that helps 
them to complete and submit forms correctly, 
all within one council site.”  

Stockport Council - Digital by Design
BetterOff is part of Stockport Council’s wider 
initiative, which is to become “Digital by 
Design”. Louise Chadderton explained the 
focus of the initiative; “At Stockport we’re 
aiming to improve the customer’s experience 
by embracing all the advantages digital 
solutions bring and as a result, be able to offer 
an online self-serve option for the majority of 
our Council’s services.” 

As part of this, Stockport has already re-
designed its reception area to become fully 
self-serve. Louise adds; 

“Staff and customers have 
welcomed the new self-
serve options. Queues have 
significantly reduced and 
customers are instantly triaged 
to the service they need, 
making the customer contact 
centre a much more relaxed 
and positive environment.”

Stockport Council Customer Service Centre



Get in Touch 
Contact Andrew Jackson at 
LookingLocal to find out how we can 
develop & tailor a BetterOff platform for 
your Council.

Email:
betteroff@lookinglocal.gov.uk

Telephone:
0845 434 8540

www.lookinglocal.gov.uk


