Customer Service Transformation_
Transforming & Innovating Services
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What I1s and who are
Service rePublic?

CORK
4 Cork ) INSTITUTE OF
@ %) County Council TECHNOLOGY

Ay,
o=~ SERVICE
* REPUBLIC <= ' '
? Combhairle Contae Chorcai INSTITIUID TEICNEOLAIOCHTA CHORCAI

(



CUSTOMER SERVICES TRANSFORMATION IN
CORK COUNTY COUNCIL
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Perceptions Survey commissioned Tender undertaken for the review Customer Service Review Contract for provision of customer Service rePublic Team formed in Service rePublic Programme of
by Cork County Council about how of services at local offices around project commences around experience portal commences with Cork County Council and service service design projects ongoing
the county. the county Firmstep design live projects commence

personal & business customers feel
about the council services

DEC2014 JAN2015 MAR2015 JUL2015 AUG2015 | FEB2016  APR2016 NOV 2016 JAN2017 MAY 2017 AUG2017  SEP 2017

Service rePublic hosts the
International Service Design

Fieldwork carried out Tender is undertaken for the Customer Service Review www.yourcouncil.ie portal goes Official Launch of E i In Cork
for the perceptions survey provision of a customer service final report and transformation Live with 30 online services Service rePublic Centre xperlencg n or .
www.servicedesignireland.com
portal roadmap produced
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http://www.yourcouncil.ie/

Senior Management at Cork County Council
wanted to improve customer and staff outcomes
county-wide and set up a centre to use and
showcase service design approaches.

With a council in the process of ‘going digital’ we
saw an opportunity to ensure services were led
by user needs.

Firmstep Customer Experience Platform allows
us to prototype and develop online customer
experiences.

Customer facing portal for 24/7 access to
Customer Services supported by a back office
CRM database for staff.
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Cork Gounty Council
Combairla Conlaa Chorcal

Welcome to Cork County Council - Your Council

Report issues related to Parks, Playgrounds, Roads, Footpaths, Potholes etc

New Users You can now register and create an account fo save fime and track the progress of any issues you've reported

Existing Users Login to quickly access your services

1) Vi Il;i
Dog Licence Dog Control View Boundary Proposal Ask a Question
Agply Online Stray, Fouling, Attack, etc Make 3 Submission General Enquiries
Pre-Planning Meeting Roads & Footpaths Trees & Hedges More Online Services A.Z
Request a Meeting Potholes, Safety, Signage etc Report an lssue Apply Repant Ask Pay All Services

I B

A Accounts Payabls Enquiry
Animal Welfare
Arts Offics Enquiry
Ask & Question

B Building Control Managsment System
(BCMS)

(C Choice Based Letting
Choice Based Letting North Enquiry
Choice Based Letting South Enguiry
Choice Based Letting West Enquiry
Civic Amenity Sites & Recycling Enquiry
Community Development Enguiry
Cork County Alerts
Cork County Alerts Registration
Corporate Affairs Enquiry

D Dead Animal Removal
Dog & Veterinary Enquiries
Dog Attack on other Animalis)
Dog Attack on Person(s)
Dog Collection
Dog Control
Dog Controlled & Listed Breeds
Dog Fouling
Dog Licence Application
Dog Stray & Abandonded
Dog Surrender to Vet Dept
Dogs - Excessive Barking

E  Elestorsl Register Enquiry
Environment - Air, Noise & Water Quality
Enquiry

Apply Report
Find your Local Councillor P Parks and Flaygrounds Report an Issus
Firs & Building Contral Enquiry Planning Application - Observations
Flooding/Drainage - Report an lssue Planning Enquiry
Footpaths - Report an Issue Planning Enquiry System
Have your say on Cork County Councils Pianning West Cork Enquiry
- Playgrounds - Report an Issue
proposal for a boundary alteration
N Potholes - Report an Issue
Higher Educational Grants Enquiry . . :
Horss Control Pre-Planning Meeting Application
. Public Lighting Enquiry
House Purchass Enquiry Pt
Housing Assistance Programme Enqui Public Lighting Fault
HDUS\HQ Enqui o9 iy Public Parks - Report an lssue
9 =naury . Public Parlicipation Network
Housing Loan Enquiry
Housing Repair & Leasing Enquiry R Rates Enquiry
Human Resources & Recruitment Enquiry Recyeling Enguiry
y Register of Electors
Ideas & Suggesfions for Online Services Road Resurfacing - Repart an lssue
JobVacanties Road Safety - Report an lssue
Roads and Foolpaths Report an Issue
Library Enquiry Roads Enquiry
Litter & Waste Enquiry S School Water Safety Education Programme
Local Property Tax Signage - Report an lssue
Mix Your Mode Journey Planner Skatepark - Report an lssus
Motor Tax Smile Resource Exchange
Motor Tax Enquiry Social Housing - North Cork
Social Housing - South Cork
?utdnur Gym/Mulfi Use Area - Report an Social Housing - West Cork
ssue
T Tenant Purchsss Scheme Enquiry

Trees and Hedges - Report an lssus

\/ Vacant Homes - Rebuilding Ireland

A Walkway & Greenwav - Report an Issue

Cork County Council
Comhairle Contae Chorcal

“Great. Fantastic means of contacting the

council with a very easy to use format”
Dog Licence Application

“Great new service, very easy to use.
Fast & efficient ...” PrePlanning Meeting Request

“Very helpful compared to other councils”
Ask a Question

“Great idea to be able to report a
problem in the playgrounds like this”

Report a Problem
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Online Services

YourCouncil.ie is customer facing DASH is available to staff only

Fetser Logn
Gork County Gouncil
&) Comhairla Cantas Chorcal

e Home ashboard  Services

YOur
COUNCIL

nline Services Privacy

Latest News
Welcome to Cork County Council - Your Council

The Map window on the Firmstep Forms should be working now again. Gases can be logged as normal.

Report issues related to Parks, Playgrounds, Roads, Footpaths, Potholes efc. Please LOGIN to create a case and to view Dashboard and Services.

Don't forget to ask the customer if they'd like to be updated on their issue - Enter their Email and Status Updates and they'll be updated automatically at login,
processing and closing stages.

New Users You can now register and create an account to save time and track the progress of any issues you've reporied Please aduise our customers that can log their case on www.yourcounci ie

Existing Users Login to quickly access your services

ﬁl‘w Ili Trees & Hedges Roads & Footpaths Parks & Playgrounds Dog Control
Dog Licence Dog Control View Boundary Proposal Ask a Question Reportan lssue Fotnoles, Saety, Signage etc Report an Issue Siray, Fouling, Attack, etc

Apply Online Stray, Fouling, Attack, efo Make a Submission General Enquiries
We will be making the following changes in the coming weeks for the Roads 'Report I Forms

- Removal of location for pin on map
- Assiging cases to users instead of groups
.@ E LA R - Emailing users cases assigned to them

- New suite of reports to be developed to fiter by users, municipal district, atc

- - Link to cases included in reports and emails
Pre-Planning Meeting Roads & Footpaths Trees & Heages More Cnline Services - New process/forms and reperts to be created for Admin & Policy Reporting

Request a Mesting Potholes, Safety. Signage etc Reportan lssue Apply Report Ask Pay

Need help? If you have any problems with the ices please email i

This site is powered by Cork County Counsil
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Roads and Footpaths

Report issues about potholes, signage, footpaths etc

Tell us about the issue Show us where the issue is Would you like to be updated?

This online service should not be used to log emergency issues eg. oil or hazardous spillag

Cork County Council Emergency (out of hours) for roads is 021 4300048
(to be used at weekends and on weekdays after Spm and before 9am).

Cork County Council Emergency Numbers (office hours) for roads are available here

We need to know what the issue relates to. Please select one of the following

Fotholes
Resurfacing lssue
Flooding / Drainage
Road Safety
Signage

Footpaths.

Litter

Other roads issue

* Cancel

Cork County Council
Comhairle Cantae Chorcai

Roads and Footpaths

Report issues about potholes, signage, footpaths etc

Tell us about the issue Show us where the issue is

Would you like to be updated?

Zoom in and click on the map to place a red pin showing the location of your issue
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Location of red pin on map Dromore, Ireland

If the issue occurs at a residential or business address, please click below to add the address as this will help us locate the issue

Click here to add residential address

Please ensure you provide clear location details below to help us locate the issue (eg. road number together with townland)

Location details *

‘ Dromahane Village, left at the crossroads, heading towards the machinery yard

Municipal District Office in this area

arks, 030 numbs

030 markings.

Annabella, Mallow or Mallow Road, Kanturk

ve

Roads and Footpaths

Report issues about potholes, signage, footpaths etc

Tellus sboutthe issue  Show us wheretheissueis  Would you like to be updated?

Updates on this issue are i If you Updates on this issue, piease provide your contact email address.
Reteive Updates * @Yes OMo v
Customer Email Address * \aren fizgerali@sorkeosoe

Do you wish o receive email updates, newsletters or further information in relation to services provided by Cork County Council in the future. *

s No

Your name and contact number are not required, but woukd be very useful in tase: we nesd to contact you about the o ation of the issue or any other queries
that would help ko resalve it

Gustomer First Name l Karen

Customer Last Name [ Fitzgerald

Customer Contact Number

Piease indicate that you have fead our Privaty our Terms of Service, cancel, *
Yes
< Previous 2 Cancel

+ Submit
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Cork County Council - Roads Directorate

Report Run on 09/10/2017

4,139

Number of Total
Cases Logged

49

Roads Enquries on
www.yourcouncil.ie

All Cases Logged

1,047

3,112

Number of
Casges Cloged

Mumber of
Cazes Open

779

Logged by Customer on
www.yourcouncil.ie

All Cases Logged

M Farks&FlayGrounds - T3
I Rosds&Footpaths - 2551
TressEHedges - 535

Faks&FianEoonds TreesLHedges.
[Fecedds SFcoimains

Open M Closad

25%

% of All Cases
Status Open

3,380

Logged by Staff
through DASH

Option to update customer selected?

500 595
Dash == 1

Yes [ No

“Dash = Services logged by Staff on behalf of Customers

“Self = Servioms logmed by customers oo pertal

2004

Cases Open by Stage & Area
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I Triage Inspection

Case Status by Area
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Open WM Closed
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Parks &
Playgrounds

o
N 4,253
.:- Rua?is & Footpaths

v 779

Trees & Hedges

1Y Rt

Plans

-ﬁ 1,269

EOI - Clerical Officer

1,477

833,

g« 5,319

Dog Licences

/\1.,423

ﬂ\_) Housing

Representations

Submissions

16,505

Portal Interactions

207,381

=g 6,122

Logged hy CCC staff

(510,383

Logged by Citizens
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WHY SERVICE DESIGN?
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