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Cardiff’s Digital Collection Systems
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Why move to a digital collection system

Cardiff Council made a commitment to work digitally through the organisation
» Internal work — Office 365 to support remote working and collaborative
working
» Service Delivery — Bespoke service systems, such as BarTec
» Customer facing — Web, Digital App and Chatbot

Cardiff wanted to have better management information on the service to
support both operational management and also provision of information to
residents

Collections in Recycling and Neighbourhood Services undertakes over
20million customer interactions every year

Connect2Cardiff contact by residents for Recycling and Neighbourhood
Services was the highest across the Council. A significant amount of these
contacts were requests for information rather than a concern requiring
management intervention.
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New Service Developments in 2020/21
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Service Release Dates

September 2020

Bulky Items Booking and Payments
(Annual Call Centre Volume 19/20 = 29,481)

December 2020

Recycling Centre Bookings
(New service due to COVID, replacing “MiPermit add on”
introduced at short notice in the summer)

March 2021

Reporting Missed Collections
(Annual Call Centre volume 19/20 = 29,273)
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Bulky Waste Collections (mid September 2020)
Fully Integrated with Back office (BARTEC) through to In Cab technology
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= — = made to the Location AT 1o retrievs UPRN detsils, Thess detais ars pushed to the Wasts Marsgzment Suliy AP
a.-aun;me‘ua.*mtmr selectitemsfor caiectionand 3 mrs;ﬂx rra.cr:n.ru:etw-ne wh\‘_'\-:l:".)ar!. SOLDB-CPRO- CardiffGov- T hitpe ) -
chargesbie. The Waste Manageme nt Buliey AP will then get svaiable collection dates from BARTEC coliective for the M Byl - K cpp api corgiff. gov, ukf
use 1o smiact from, Oonse 2 siot s selested, #items ave changeabis the Wasts Mans semernt Suley A% will then 1 Wastahisnagamant Sy ap | cardift fow, uk/ VWasteMars=smentBul
the Councifs onfine myment service, 3nd payment mofirmation will be pushed tack 1o the Waste Mansgemaent Wamalana semenciul ]
Sadiy APL. At thispoint the buley collection appomtment is schedule 4. if the buliny itens to be coiiected are Fee then S0QLD8-CPRO-CardiffGov- k)
IppENITeNts a e Jutomatics iy sche duied Location bsped)
hitpsy/ cpp apicandiff. gov.ulk
— Oince sche dule d the Waste Managemem Buliy AP pushes s memage to the LAN Emai| AP which wil send s S0 0B CPRO- MyCardiff- =20l card i sov.uk! Location)
confirmation email 1o the user. i the vser bocked the buliy coliection via the app. they wii slm receive 3 WastsMana it ;
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Bulky Waste Collections (mid September 2020)

Book a bulky item collection

Book a bulky item collection

A Home ¥ Booka bulky item collection

1. About the service

~HRA

Bulky item collections

You can book a collection for up to & bulky items from a
residential property in Cardiff,

Could your items be reused? o

Make a new booking

View our Terms and Conditions

(Mobile App)

Customers can book and pay for items,
choosing a suitable date for collection.
Links to Capita payments with email receipt
and confirmation.

Integrates with Bartec for In-Cab use.
Confirmation email to customer upon
completion of the Job.

Released across both Web and App.

review
25,643 bookings made on
digital platforms vs 10.522

via the Contact Centre.
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Recycling Centre Bookings (mid December)
Full Development both Customer Interface and Back Office System

(Web & App system design)

Description Database(s) Used | URL Address{es)

Szure Production: Azure Production; AzuraPreProduction:
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Recycling Centre Bookings (mid December)

Eookyeeie * Allows Customers to choose a booking
EE— date/time.

* Allows Customers to amend and cancel
e emeriie o bookings.

* Management System built for admin teams.
A oy e s o o et At e * Information available to be via handheld
- devices for site staff to mark attendance.
e « Confirmation email to customers.

sl t + Average 70% reduction in calls to the service

: per month since launch.
&)
Recycling centres

‘You can book up 1o 26 visits per year o a recycling centre.

Recycling centres

Bookings are limited to one visit per day.

(Web)

Wan bookings are limited to one visit per month.

Make a new booking

iew bookings

Find information about items you can bring and vehicle
access at www.cardiffgov.uk/recyelingcentres

WView our Terms and Conditions

(Mobile App)

responsive for handhelds and site staff) MBITION {"'"}l
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Missed Waste Collections (Late Feb 2021)
Fully Integrated with Back office (BARTEC) through to In Cab technology

Description Database(s) Used URL Address(es)

Azure Production: Azure Production: Azure Pre-Production:
User [Citizen or C2C} records 2 missed colection via the web orapp, providing contact and wasts details. Acall is |
made to the Miszed Collection APL This handles the request then forwards the request on to the Collective AP SOLDB-CPRD-CardiffGov- {app-cpp-
man T coll
WastsManagement- SMANAEEMENLLQ
€. AZUrEWE:

Tha Collactive APl is
nario, the Collective AP| handles the creation of the Service Request in Bartec {which will result in Bartec
ng the Service Request ID} and any other queries.

not solaly used for missad collactions, it is instead wsed for various interactions with Bartac. in MissedCollections

SOLDB-CPRD-MyCardifi- https://
Any missed collection service requests closed or updated in Bartec will be pushed back to the Service Requast AP WasteManagement- https:ff E?_D\Eﬂi.fi I'.diff-go.\".l.l ki
then be forwarded on to the Missed Collection APL Alsc, where necessary, the Lan Email AP will be calied by the SRUpdates api.cardiff sov.uk! MissedCallections/

: Wissed Collection 471 to send 2ny necassary smails. MissedCollections
ion- hiips:/{ape-cpp-
Missed Collections Azure Pre-Production . 8 D éi’aEF;.D P
https://app-cprd- T =
SQLDB-CPP-MyCardiff- bartec.api.cardiff gov.u
WasteManagement- K LAN Pre-Production

MissedCollections

LAN Production:

SQLDB-CPP-MyCardiff-
WasteManagement-
call SRUpdates

gov.uk

(Request)

Push

Push Push
‘ Email AP

BARTEC
Collective

Get

N

LAN APIs

Push

Missed collection confirmed ~k
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Missed Waste Collections (late February 2021)

&  Status LIGHT i&

5 Maes ¥r Hafod, Creigiau, Cardiff, CF15 80

o cocton s o ondog 15y | ¥ Iection adress > Collection address > Status * Fully Integrated with Bartec

v—— 21 Duftyn Avenue, Cyncoed,Cardif, CF23 6LE + Allows Customers to see the status of their
[ * ' collection.

' Gerra st '  Informs of contamination issues.

Your |atest collection date

* Informs if rounds re-scheduled (e.g. access

“ Hecy_c]lng bags issueS).
P « Email confirmation on reports made.
(Web) , « Email confirmation when re-collected,
i Kerbside food caddy I « Can only report assets allocated to that
Collected
property.
' S ' * Results driven by completion of rounds and
Collected ‘event” updates.
« Launched on the Web to meet deadline (22"
o ecyeing haos Feb) App version due start of April.
ease put this out for your next i . . .
seheston + Same Integration and information used in the

Contact Centre.

(Mobile App)

customers, only 30% have gone on
to raise a report.
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Digitalising missed collection reports

» Residents will be able to report missed collections on the
Cardiff Gov app, and website. They can also continue to
report via phone at C2C

» Report goes straight into a live, dynamic back office system
that our supervisors will be monitoring

» Missed collections will not be processed if:

Bins are logged as contaminated

It's the incorrect day/week for collection

Bins are logged as ‘not out’

Bins are logged as overloaded/heavy/side waste
Street is not yet marked as complete
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Digitalising missed collection reports

Benefits

Customers will be able to report a missed collection the same
day, as soon as their street is marked as complete

No ‘fake’ missed collection reports can be logged e.q. if bins
are logged as contaminated

Collection crews can be asked to return to properties the same
day, where reports are made early enough and time remains
on the shift. Re-collections will take place within 48 hours

Where email addresses are provided, customers will receive
feedback on their request

Digitalisation allows supporting information to deal with

escalated concerns
\:}'.
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Digitalising missed collection reports
Key principles

» Missed collection reports must be made within 24 hours of
collection day e.q. if waste is collected on a Tuesday, reports
must be made by 4pm on Wednesday (in areas collected on a
Friday, this extends to 4pm on a Monday)

« All missed collection requests must be reported through the
new system. This includes residents, council officers and
Local Councillors

« Residents encouraged to use this system to report their
missed collections. If they wish to escalate to Local
Councillors, they can but it should be logged within 24 hours
so action can be taken
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Digitalising missed collection reports

Key principles

« All missed collection requests will be investigated utilising live
information that is available e.g. vehicle trackers, CCTV and
timings, on the ground checks etc

« Supervisors will determine appropriate course of action. If it is
upheld as a genuine missed collection, a re-collection will be
arranged and customer informed

« Ifitis not deemed a genuine missed collection following
investigation, the call will be logged but no re-collection
arranged

« Customers will receive feedback on their request, where an

email address has been provided
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Future developments in resident engagement

Similar to market leaders like Amazon and Dominos, Cardiff wants to be able
to provide improved information on our services

Cardiff is able to track vehicle movements and therefore there could be
improvements made in terms of the ‘line of sight’ to the tracking of collections
and automated updates to residents when requested

Residents are demanding better digital ‘real time’ information

YOUR ORDER IS IN THE OVEN!

) ordder 2t O8:31 PM
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Costs vs Benefits

« To move to digital services required a commitment from the
Cabinet and Senior Management Team to fund the upfront
costs and provide a Corporate approach

« Demand for information and services is only going to increase
and therefore demand will start driving Councils to move
towards digital service provision

« The changes cannot be just supported on the basis of savings
as the investment to make the changes are significant

« Digital self service is significantly cheaper than direct customer
contact but there are upfront costs to deliver the changes

« Digitalisation of customer information is a long term investment

rather than short term savings
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Questions
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