Engaging with the public
through Multimedia

Improving the customer service experience



/v‘
Combhairle Contae

Atha Cliath Theas
South Dublin County Council

Customer Care Centre
and Communications
Unit

« Population: 278,000

* Number of telephone calls: 182,499 (2016)

* Number of customers to Customer Care Counters: 38,000 (2016)
* Number of customer care queries: 90,209 (2016)

* Number of fixyourstreet queries: 16,000 (national), 6,000 (local)
(2016)

* Number of media enquires: 438 (2016)
* Number of Social Media followers 17,981 (Oct 2017)
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Communications

Tools

« Digital and Social Media o Tube,

* Public Meetings n
 Press and Broadcast Media ~ -

South Dwiiin County Counel

« Newsletters, Leaflets and
Posters
South Dl;blin County Today

« Promotional Videos —
« Public Information Displays
PR and Event Management
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Individual
Communications
Plans

...to cater for specific needs of each campaign

* Objective 1 - Promoting South Dublin’s assets and strengths;

Tourism, Local Enterprise Office, Grange Castle Business Park,
signage and branding strategy.

« Objective 2 — Consulting citizens/stakeholders on policies and
plans; County Development Plan, Clonburris SDZ, Dublin Mountains
Project, Consultation Hub, PPN, SPCs.
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Individual
Communications
Plans

...to cater for specific needs of each campaign

* Objective 3 — Giving reliable and timely information on services
Corporate reports, Citizen newsletter, Council meetings

* Objective 4 — Develop educational campaigns to raise awareness
and seek behavioral changes. Road Safety, Enforcement Activity

« Objective 5 — Organising/hosting events, festivals, Civic
Receptions — Official openings, Endeavour Awards Scheme
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Steps to greater engagement

« Address the issue of social media queries.

« Enhancing tracking system for customers, enabling them to receive
updates on their requests.

« Pushing knowledge of the consultation portal.
* Increased use of mobile technology, inc SMS, Smart Dublin.



