
Helping Perth and Kinross  
Council streamline processes 
and reduce costs

Perth and Kinross Council were spending a lot of time and 
money on admin across a number of departments. They were 
finding it difficult to get hold of colleagues and customers via 
call and email, which was proving very time consuming. They 
needed a solution which would allow staff to update multiple 
people instantly and effectively, and could be integrated across 
multiple business areas. 

Perth and Kinross Council are a local government body in  
Scotland, with a real desire to improve existing processes and 
run new local initiatives. They aim to operate in a way that 
simplifies the customer journey, being able to handle service 
enquiries and transactions quickly and efficiently.

Overview

Challenge

     We find Textlocal.com so easy to use and  
it’s saved us a lot of money. The system is  
so versatile across different departments,  
and instantly being able to get in touch with 
multiple people with the same message all  
at once has been very beneficial.

Suzie Burt, Perth & Kinross Council

“

“

The solution
Implementing SMS into various departments within the council 
has helped overcome many issues and streamlined processes. 
 
Care at Home Services 
Home care organisers in the Care at Home Service used  
to always be on the phone updating staff about changes  
to the rotas and updates on clients. Phone calls have now  
been replaced by text messages. Care staff are asked to  
keep mobiles with them, so any messages are picked up  
straight away. Staff receive all messages at the same time,  
and council staff are alerted of this via delivery notifications. 
This has helped to free up landlines, improving customer  
services and enhancing communication processes.  

Housing
The housing department has found SMS a great solution for 
sensitive situations when collecting rent arrears. Tenants were 
very hard to get in contact with via telephone, and letters were 
proving costly. SMS is a cost-effective way of sending these 
notices and allows the receipt of the message to be tracked.
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Overall, using SMS has helped Perth and Kinross Council  
largely cut admin and staff costs, resulting in a better use  
of their annual budget. Greater attendance at community 
events and increased donations at charity events have more 
than covered the cost of SMS. Perth and Kinross Council have 
found the Textlocal platform very simple to use, and the vast 
number of features available has enabled them to use this in  
a flexible way for multiple campaigns.

The results

HR
The HR department have found Textlocal’s survey tool  
particularly useful for conducting exit surveys with  
employees who are leaving the organisation. This informative 
data was previously difficult to collect, resulting in the council 
not receiving the information that could reduce future staff 
turnover. They have also used ‘text in’ short codes for care staff 
recruitment campaigns, which has gained a good response. 

Campaigns
The flexibility and simplicity of text messaging has inspired  
new campaigns and local initiatives. Using a short code has 
added another channel of communication to many council 
initiatives. The use of short code has been extremely helpful  
in encouraging people to get in touch with the council in  
relation care staff recruitment and for foster carers. It has also 
been used to collect customer leads for the rental of lock ups, 
where the short code has been publicised on posters attached 
to vacant lock ups in local areas. 

As result of the learning and success of previous use of short 
codes the council are planning to run a campaign to put a stop 
to dog fouling in the local areas (text dogpoo to 60777).
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