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CANNOCK CHASE COUNCIL 

CABINET 

20TH SEPEMBER 2012 

REPORT OF HEAD OF POLICY 

RESPONSIBLE PORTFOLIO LEADERS – CORPORATE IMPROVEMENT 

QR CODES IN COMMUNICATIONS ACTIVITY 

KEY DECISION –NO 

 

1. Purpose of Report 

 To provide members with the outcome of the six month pilot project whereby QR codes were 
incorporated within corporate communications and publications.  

2. Recommendation(s) 

 

 

 

 

 

 

 

3. Summary (inc. brief overview of relevant background history) 

3.1 The Communications Improvement Plan was approved by Cabinet on 17th November 2011 and 
contained a commitment to ‘explore the possibility of piloting the use of QR code technology to 
facilitate service improvement and innovation and report to Cabinet on the options available’.  

3.2  QR codes are a relatively new technology. They are in essence small barcodes which can be 
used by users of smart phones in a variety of ways. The main and most popular usage of QR 
codes is within promotional material such as corporate publications and literature whereby the 
barcode is scanned by a smart phone user who is then automatically directed to a corporate 
website. This simple electronic interaction enables organisations to capture the interest of their 
customers and maximise the opportunity of promoting or raising awareness of the other 
products, services which they offer. 

3.3 Their secondary purpose is more interactive whereby the QR code performs a service request 
for the smart phone user and is an alternative to visiting in person, telephoning or e-mailing an 
enquiry or service request to an organisation. 

That QR codes continue to be used, where appropriate, in corporate publications, 
literature and material in order to encourage and facilitate access to the Council’s 
website. 

That a Customer Service Strategy be developed to include the improvement and 
enhancement of existing channels such as telephone and face to face service 
requests and seek to introduce additional options such as mobile service requests 
through the utilisation of the Council’s Customer Relationship Management (CRM) 
system and the Automated Call Distribution (ACD) telephony system.  
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3.4 As QR code technology can only be accessed through a smart phones and other mobile 
devices (such as i-pads and tablets) it is not available on a universal basis and any usage of 
such technology would clearly need to be in addition to and not instead of the more traditional 
methods of communication and service access which the Council delivers. The introduction of 
QR codes provides a cost effective means of gauging whether residents are accessing the 
Council’s website.   

3.5 Accordingly, on 15th December 2011, Cabinet subsequently resolved to introduce QR codes 
into corporate publications, literature and material for a six month trial period commencing 
January 2012 in order to ascertain whether the usage of smart phones within the District was 
sufficiently prevalent for their use to be incorporated on a more widespread basis. 

3.6 Customer Insight data for the District suggests that the most likely ‘preferred’ channel of 
communication for residents is local newspapers with 51% of the population of Cannock Chase 
most likely to be receptive to this method. In contrast, only 28% of the population are likely to 
be receptive to electronic communications, which was confirmed by the results of the Council’s 
Communications Survey in 2011. In the survey, 29% of respondents stated that they received 
information about the Council through the website and e-communications like social media. 
Furthermore, whilst 86% of respondents stated that they had access to the internet, the 
majority accessed through a home computer and only 27% accessed through a mobile device.  

3.7 During the period January to June 2012, QR codes were incorporated within a variety of 
corporate publications, literature and material and access to the website was monitored 
accordingly. Whilst it is not possible to state with certainty that anyone choosing to access the 
Council’s website would not have done so without going through a QR code, it is clear that 
there has been a significant rise in the overall usage of the website and in particular the usage 
through a mobile phone.  

3.8 The three sites accessed the most by mobile phone including via the QR code were: 

 Waste and recycling – 88% of the website hits were from mobile phone.  The waste and 
recycling calendar was distributed to over 44,000 households in the District in June 2012 with a 
link to the Council’s waste and recycling home page.  A large number of people accessed the 
page via a mobile, reflecting the mass circulation of the calendar. This was the first time a QR 
code was utilised in this publication. 

 Diamond Jubilee teddy bears’ picnic – 37% of website hits were from mobile phones. 
This one off campaign included posters and leaflets to promote the event at the Museum of 
Cannock Chase. 

 Visit Cannock Chase tourism leaflet – 20% of website hits were from mobile phones.  
The visit Cannock Chase leaflet distributed widely across the district contained a QR code for 
the first time.  
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4. Key issues and Implications 

The graph below shows the increasing use of mobile phones to access the Council’s website 
mirrors the national rise in the take-up of advanced or smart mobile phones with internet 
capabilities.  

The take up of smart phones in the UK has almost doubled over the last couple of years, rising 
from 21% in 2010 to 39% in 2012 (Ofcom: Communications Market 2012). 

The percentage of hits on the Council’s website from mobile devices has increased from 2.2% 
in 2010 to 17% in 2012. 
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5. Conclusions and Reason(s) for the Recommendation(s) 

 The Council’s Communication Strategy recognises there is no single method or universal way 
of communicating with our residents and that the diverse needs of our communities means that 
there is not ‘a one size fits all approach’.  The inclusion of QR codes in corporate publications, 
literature and material provides an additional, contemporary method for residents to access 
further information about the Council and its services through various mobile devices.  The 
development of a Customer Service Strategy will ensure that residents will have more choice in 
the way they choose to access our services and will not only improve and enhance existing 
channels such as telephone service requests, but will seek to introduce additional options such 
as mobile service requests through the technological opportunities of the CRM and ACD 
systems. 

6. Other Options Considered 

In line with the Communications Strategy, it is recognised that as there is not a one size fits all 
approach to effective communication, this channel enables another option for community 
members to access information and to be actively involved. 

7. Report Author Details 

Elizabeth Baker Communications Manager  Ext:  4463  
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SCHEDULE OF ADDITIONAL INFORMATION 

INDEX 

Contribution to Council Priorities (i.e. Corporate Priorities) Section 1 

Contribution to Promoting Community Engagement Section 2 

Financial Implications  Section 3 

Legal Implications  Section 4 

Human Resource Implications Section 5 

Section 17 (Crime Prevention)  Section 6 

Human Rights Act Implications  Section 7 

Data Protection Act Implications Section 8 

Risk Management Implications Section 9 

Equality and Diversity Implications Section 10 

List of Background Papers Section 11 

Report History Section 12 

Annexes to the Report i.e. copies of correspondence, plans etc. Annex 1, 2, 3 etc 
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Section 1 

Contribution to Council Priorities (i.e. Corporate Plan) 

Facilitating increased access and the development of a Customer Service Strategy contributes to the 
Council’s priority outcome of Transformation ‘Changing the way services are provided to ensure value 
for money’.  In particular, delivering the service aims of ‘providing services which meet the needs of the 
community and involving residents in shaping and improving our services.’   

Section 2 

Contribution to Promoting Community Engagement 

Development of a Customer Service Strategy will be the subject of public consultation and hence will 
contribute to involving the community in shaping service delivery.  

Section 3 

Financial Implications 

Subject to any costs associated with the use of ‘QR codes in corporate publications’ being contained 
within existing approved budgets there are no identified financial implications arising from this report. 
Any expenditure over and above the approved budget will need to be considered as part of the budget 
process and require additional reports to be submitted for consideration.  

Section 4 

Legal Implications 

There are no identified legal implications arising from this report. 

Section 5 

Human Resource Implications 

There are no identified human resource implications arising from this report. 

Section 6 

Section 17 (Crime Prevention) 

There are no identified crime and disorder prevention implications arising from this report. 

Section 7 

Human Rights Act Implications 

There are no identified Human Rights Act implications arising from this report. 
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Section 8 

Data Protection Act Implications 

There are no identified Data Protection Act implications arising from this report. 

Section 9 

Risk Management Implications 

There are no identified risk management implications arising from this report. 

Section 10 

Equality and Diversity Implications 

The Equality Act 2010 requires the Council to have due regard to the nine protected characteristics of 
age, race, disability, religion or belief, gender reassignment, sex, marriage and civil partnerships, sexual 
orientation and pregnancy and maternity. The development of communications tools such as QR codes 
has the potential to broaden the effectiveness and reach of the Council's communications and supports 
the Council's Equality objectives. 

Section 11 

List of Background Papers 

Communications Strategy 2011/14 November  2011 

Communications Improvement Plan November 2011 

Section 12 

Report History 

Council Meeting Date 

Communications Strategy – Council  2nd November 2011 

Communications Improvement Plan – Cabinet 17th November 2011 

QR Codes in communications activity - Cabinet 15th December 2011 

 

Annexes to Report 

None 

 


