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Quick recap 
on the 
journey so 
far…
Covid to now



Future State Blueprint - Service Design
Services in the Hub
• Waste Collections
• Waste Management
• Open Spaces and 

Streetscene
• Switchboard
• Complaints 
• General Enquiries
• CWB Reception



Elected Members Dedicated line:
028 9027 ****

Elected Members Dedicated email:
em*******@belfastcity.gov.uk

How the Original Concept for Customer and Elected Members shaped up.
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Playbook summary 

Applying the theoretical knowledge acquired from the playbook, the 
practical implementation involved conducting usability testing, which 
emerged as the most suitable and efficient research method to 
identify usability issues and capturing user preferences. This 
provided actionable feedback to enhance the user experience for buy 
a bin, bulky waste, building control and street cleansing website 
content areas.   

The initial phase of this project involved creating a playbook specifically 

designed for the Belfast City Council. 

This playbook serves as a guide for conducting research to identify the 

challenges users encounter while utilizing the council's services. It 

encompasses various scenarios and recommends suitable research 

methods to gain a deeper understanding of each specific problem. Its 

purpose is to empower the council to independently conduct effective 

research that helps uncover user issues and informs improvements in 

their services.

Playbook draft 

Delivering Customer 
Engagement 

A Customer Insight Playbook

SharePoint link to playbook

https://belfastcitycouncil.sharepoint.com/:b:/r/sites/ext/CEP/Shared%20Documents/Playbook%20%26%20Implementation%20Plans/Belfast%20City%20Council%20Customer%20Engagement%20Expertise%20Playbook%20WIP_V1.pdf?csf=1&web=1&e=faR62Q
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Service and Performance at the Customer Hub

Channel Vol/Month

Calls 10,000

Web Forms 4,000

Email 6,000

In Person 200

Customer Survey 125

Staffing

FTE

13 Assistants

2 Team Leaders

2 Managers

Customer Service Level – Target 80% calls answered in 120secs

Customer Contact by MonthCustomer Satisfaction by Month



The Award-Winning 
Report it App
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Bulky Waste Channel Shift

Phone, 
98%

Email, 
2%

Prior to any changes by the programme 98% of all contact 
for Bulky waste was by phone.

The introduction of an automated webform in October 
2023 now has 60% of all transaction via the webform.

This was unmet demand for services on via our website.

Prior to Web Form Email
7%

Phone BW 
Request

33%

Web BW 
Request

60%

Now
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Real Time Descriptive Analytics
Missed Collections Weekly since 2022

Park With Us in Mind Assessment

Call Performance of all Direct Dials

Analysis of all Hub Contacts by Channel



Complaints
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Complaint Handling Procedure
Fully compliant sign off from NIPSO – Held up as best practice to other Councils Training and Implementation

Compliance with Stage time frames Q2 2025

Compliance with Improvement Actions etc

S1 Complaints:
A reduction of 11% in 

volume

S1 Complaints:
81% Compliance

10% Improvement

Improvement Actions:
86% Compliance

17% Improvement

https://belfastcitycouncil.sharepoint.com/sites/intranet/intranet/Pages/sections/complaints-comments-compliments.aspx


We have achieved a 
lot…

But….
We need to 
understand what the  
customer wants!
• How do we know what we are designing and implementing is correct and 

understood and used by customers?

• There is a danger that we do a “John Henry Ford”? Where is the customer 
voice in designing of services or in how we engage?

• Are we providing Customer with services they don’t want to engage with 
just because “it’s the way we have done this”?

• Is the customer expectation for a Tesla and we are providing something 
else…



Understanding our Customers
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Age Profiles in Belfast
Get data for Age - single year (MS-A05) | NISRA Flexible Table Builder

Population %

60% of Belfast are aged 43 or 



Acorn database

Acorn Database update 

CQ



CQ



Cormac Demo – Letters to residents
CQ



Phase 3: Scaling Impact and Measuring Success- Strategic expansion of 
successful approaches and developing organisational maturity

Customer Focus Programme: 
Benefits Tracking of products 
delivered – Process efficiencies

Phase 3 work:
Community Safety Report It App and 
Analytics

£3,773.55 

£13,144.55 

£14,433.21 

£20,605.59 

£45,000.00 

£57,118.00 

Automation Automation Automation Automation Operational Operational

Report It App
Deflections

Missed Bin
Collection Webform

Automation

Bulky Waste
Webform

Automation

Buy a Bin Webform
Automation

Community Saftey
Reporting

Bulky Waste
(Deployment App)

Customer Focus Programme
Benefit Realisation:

£364,370 Annualised Efficiencies 2022 -2025

Cost/Process Savings per ann
Expected savings

Data Analytics:
Performance Accountability/ Insights and Intelligence

Evidence based Decision Making

• Initial 
Automation 
Efficiencies 
c.£45K

• Real Time 
information

• Intelligence and 
insight

• Automatic 
report 
production

• Work tracking 
and completion 
in one place

Currently provide to services:
Descriptive Analytics – What Happened, 
Where and when and who to?

Diagnostic Analytics– Why did it happen?
Phase 3 will with Agentic AI look to support 
the development of:

Still to come…
Predictive Analytics- What will happen? 
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