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Southampton is set to
become THE cultural
destination in the South
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Fulfilling the potential of
its waterfront setting
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OUR PRIORITIES

Contributing to the City Vision
“Southampton - A city of opportunity”

ﬁ Affordable housing

Y Jobs for local people

r Services for all

li"m Prevention and
early intervention

\ City pride

!‘.J Protecting

vulnerable people Q A sustainable council
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BY 2017 WE EXPECT TO BE VERY DIFFERENT

A sustainable council

Better customer

experiences :
P More flexible ways

of working
Commissioning
services Bl_.] 2017 we
expect
Community to be very
ownership )
different |r}f;r:uass§:
the digital

capabilities of

A wide range of service customers
delivery models
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HOW WE WILL WORK

“We want to put residents and customers at the heart
of what we do, reflecting the city’s diversity”

ﬁ SOUTHAMPTON
CITYCOUNCIL




CITY SURVEY 2014

Eight in ten residents (82%)

Local area as a place to live i i i i _ . . N '

are satisfied with their local
dareaasa place to live. Very satisfied . Satisfied Neither/nor Fairly dissatisfied Very dissatisfied .

OOORB
99 % e n e

residents are satisfied with the

Be 109/

way the council runs things, of people agree that council of residents feel very or
compared to 20% who are provides value for money while fairly well informed about
dissatisfied disagree local public services

%
15%
Three quarters of residents 8 8 0/ 7 1 (y
report being in ‘very good’ or h 0 0

‘good’ health compared to the of Southampton residents use a smartphone
national figure of 81% access the internet at to access the
least once a week internet

Just 7% describe their
health as bad 1 0
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®063%

residents have a
strong or fairly strong
sense of belonging to
their local area whereas

35% do not

The top three public services
residents are most satisfied with:

Parksand  Theirlocal Bin
green spaces hospital collections

78%

62%

agree that police and public
service are successfully dealing
with crime and anti-social
behaviour in the local area

»A g
(337
] =S

in their local area
during the day

The top three challenges
residents feel the city faces are:

Improving roads 31 0/

and pavements o
improving local transport
and reducing congestion 1 4%

but this falls to

reducing crime and

at night
antisocial behaviour 1 0% 4
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Behaviour and
attitudes




Contamination
and not recycling




Now for the
technical




WHAT DID WE LEARN?

Mosaicsegments 1 2 3 4 5 6 7 8 9 1011 12 13 14 15

. : |
Juice cartons, Carrier bags

and plastic trays recycled

8113 s 8l 10 12 8

174 4 97

Common
problems

Key
High levels correct or low levels incorrect |

Low levels correct or high levels incorrect 0
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WHAT DID WE LEARN?

l

1]

Getting some
things wrong

l

Mosaicsegments 1 2 3 4 5 6 7 8 9 1011 12 13 14 15
. : | '|
Juice cartons, Carrier bags " Common
and plastic trays recycled 3 138 3 101214710 8 47 4 4 9 7 problems
Paper, cardboard, plastic
bottles, magazines, drink > e Recycling
cans, yellow pages, food tins 39 12 40 19 10 45 32 59 88 28 34 10 11 basics

Not recycling much T

Key

High levels correct or low levels incorrect

Low levels correct or high levels incorrect

I |
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A change to
our approach




eel me off
and stick

| /
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" Cardboard

w z A

" Plastic bottles

XGI;s-s L

x Garden waste x Textiles x Plastic/polystyrene,
pots, trays, tubs

X Black plastic sacks
or plastic bags

[Ea===mr

Download our handy ‘Recycle for
Southampton’ app for more information

SOUTH&MP‘I’O‘N
southampton.gov.uk/recycle et
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Clearer information

A changein
residents behaviour




What's next?




The world has changed...

— — — — Traditional consumer

e CONVETTS Digital Natives
2013-2020 “Digital Converts” 2020 AND BEYOND
take over from “Traditional

) “Digital Natives”
Consumers” as the largest become the majority
customer segment. 0 e

consumers

...and so have our customers
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THE DIGITAL CUSTOMER

B 88% 71%

vy, of Southampton residents use a smartphone
71 :““;;\ access the internet at to access the
--x\;. internet

least once a week

L -:L 1 J o g 1
the principle of 7 cy
B e g O of British adults used the internet in 2014

ol b ﬁ%#%éé%é%@
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The majority of our customers
are digitally readuy;

we are not




CUSTOMER INTERACTIONS

Customer
interactions
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Now for the
technical




WHAT DO WE KNOW

Digital readiness of our customers (5 personas)

Reduce complexity

Ajjigedes asealou

Don't do digital

:-o;-1-g%_;of*an.

F2F -

Help me

* 7% of all
F2F -

65% waste

* 8% of all
call hours -

19% housing
15% highways

Digital is difficult

Serve me

* 26% of all
F2F -

* 33% of all * 14% of all
F2F - F2F -

Ml 48% are 53% are 60% are

=8 parking and benefits council tax

Q ; » .

| council tax ¢ « 229 of = and parking
3=+ 27% of all ' all call O - 15% of all
-g call hours - : hours - gl call hours -
;, 24% housing 28% adult -8 31% housing
Iofl  18% adult care care Ioll  16% adult care
D 16% housing =)

()] ()]

Let me Tell me Leave me
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WHAT DO WE KNOW

Reduce complexity

Ajigedes aseauou

Don't do digital

Digital readiness of our customers (5 pers

* 14% of all
F2F -
53% are

* 33% of all
F2F -
48% are

* 7% of all
F2F -

65% waste

+ 12% of all
FoF -
L are

: e
‘benfits M - 8% of all "g parking and g benefits
* 28% of all =1 call hours - gl council fax i=g * 22% of all L
call hours - = IR housing o=l » 27% of all gofl call hours - ©
36% housing aol  15% highways E call hours - = 28% adult care E
15% adult care 2 By 24% housing =8 16% housing o;
._g g 18% adult care g ._g
D2 D2 D2 2
()] ()] ()] ()]

onas)

* 26% of all
F2F -
60% are
council tax
and parking

» 15% of all
call hours -

31% housing
16% adult care

Help me Serve me Let me Tell me

Leave me

" Type of engagement
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e High volumn of contact
e Easy to fix or
e Can be re-used

Our goal is to steer customer demand to digital,
through reducing the need for contact and making
any necessary contact easier for all

30
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DATA WE USED

Reviewed Applied cost Identified Contact broken 9 service areas
contact data weighting customer down into with volume over
services by transaction types 42,000

transaction type
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MOST COMMONLY CONTACTED SERVICE AREA

9 shortlisted areas
Adult Care
Benefits
Children Services
Council Tax
Housing
Parking
Planning
Regulatory Services
Waste and recycling

Transaction
type

Identified sample of
key discrete
customer services
(based on volume
where known or
local knowledge of
service area)

Volume
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Streamlining processes and
the right technology

A change in behaviour
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CUSTOMER PRINCIPLES

Customer Principles

@
B
People

Changing behaviours and
providing assistance

Enabling
our
customers

l

Technology
Providing technology to
enable digital by
preference and self serve

Process
Reducing complexity,
standardising and

streamlining processes

Digital Principles Technology
Principles
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How will we do it?
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Next steps




£5 million
costs to review




What's next?




people’s @

D influence local decisions
that affect you

by completing short on-line polls and surveys
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Jon Dyer-Slade
Southampton City Council

Email: jon.dyer-slade@southampton.gov.uk
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