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Gdicators \

e Benefit Realisation tracking via
PMO, £ saved. Improved Customer Service

Real time service information
Automaton/Deflection

Outcomes:

e Performance Management SLA’s

e Data Analytics at service and Increased Customer Satisfaction with Service Delivery
higher level Decreased Customer Effort
e Qualitative & Quantitative Reduced Cost to serve.
Efficient Processes - Cashable Efficiencies
e Belfast Agenda Goals
Increased value to Customers
measurement Increased Staff Satisfaction
e Customer Satisfaction Skills increase -Data Analytics
k Customer Effort / Evidence Based Decisions - Inform policy, strategy, tactics and operations.

Support
Digital Services, PMO, Continuous Improvement, HR, Benchmarking, Quality Assurance/Governance
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Future State Service Blueprint
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Services in the Hub

Waste Collections
Waste Management
Open Spaces and
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Switchboard
Complaints

General Enquiries
CWB Reception



Knowledge Base

Elected Members Dedicated line: Action Raised Action Scheduled

028 9027 ****
\ / Or sent to
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Service to action

' |

(—

Customer Hub

Update in CRM OH=X |
g
Email A =
Elected Members Dedicated email: M b
em*¥***** @pelfastcity.gov.uk 1 embers
App

v

2 11R.
LIGHY

Service Design

Analytics /




Playbook summary

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 A Customer | ns|ght P] ayboo k

their services.

Delivering Customer
Engagement

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.

SharePoint link to playbook

G@) Belfast
Citv Council



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

Service and Performance at the Customer Hub

Customer Satisfaction by Month

Date Selection
Date

01/04/2024 © 31/08/2025 @

No. of Submissions Contact Channel

2 5 1 2 Email Phone Website
Agree That Contact Was Agree That Contact Wi Agree That Contact Was Agree that it was Quick To Agree Easy To Get
Helpful Knowledgeable Friendly Get Service Wanted Service Wanted
75% 75% 75% 75% 75%
e 7 7 / 7
8381% 84.08% 87.07% 8559% 83.17%
0.00% 100.00% 0.00% 100.00% 0.00% 100.00% 0.00% 100.00% 0.00% 100.00%

75%

Overall Satisfaction, Net Pr...

70%
Apr 2024 Jul 2024

Overall Satisfaction, Net Promoter Score and Ease of Contact by Year and Month

Overall Satisfaction ®Net Promoter Score @Ease of Contact
85%
/ 80%
80%

Oct 2024
Year

Overall Satisfaction Score

82.76%

0.00% 100.00%

Jan 2025 Jui 2025

Apr 2025

0.00%

Net Promoter Score

75.50%

100.00%

Customer Contact by Month

Channel __gVol/Month ,

Calls 10,000
Web Forms 4,000
Email 6,000
In Person 200
Customer Survey 125
13 Assistants

2 Team Leaders
2 Managers

Staffing
FTE

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

Customer Hub Service
KPR Measzure

Commentary

Calls

answered
within

80X of callz answered within
120 seconds cach month

August

2023

Zeptember  October  Movember  December January February March

2024

August

Zeptember  October  Movember

2025

Dizcember January February

2k Patricks
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ns This Period Submission Breakdown Sub Category Map of Selcted Report IT App Submissions

Issue: M d bin collection.
Reason: Contaminated bin.
Address: 4 Lagmore View Gardens.

Taken at 29/01/2024 09:12:25

L

Overfilled bin Street blocked

Belfast

Stewart Street 14, ..

amaqed bin BCC Damaqnd bin
owner

.« App with No Photo

e Award-Winnin
Report it App




Bulky Waste Channel Shift

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,
2%

Web BW
Request
60%

Now

Email

7y




Real Time Descriptive Analytics

Missed Collections Weekly since 2022

Created On

01/04/2022 B8 02/10/2025 & [] (Blank)

O——0O

Category Selector

[J 2nd Occurrence

Week on Week Missed Collecti

Notes and |

Selection can be made to Category to narrow the count criteria
Squads can be selected to see performance over time
Hold CTRL and dlick on selection if wishing to retain selections between visuals, click away from selection to remove

lections.
1 Rin Emntiad selections
Top 10 Requests By Squad - for Date Selected
s 4.0K 3.9K 3.9
5 K. 34K 31K 20K 29K 29K 29k
E 2K
&
0K
GC3 GC4 GC1 GN1 R4 gqw2 gwi GC2 R9 GN3

Missed Collections by Week Number and Year Chart

Year 2022 2023 —— 2024 ——2025

308

200

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 3 32 33 34 36 37 35 39 40 41 42 43 44 45 46 47 48 49 S50 5 52
Missed Collections by Week Number and Year Table
Year 1 2 3 4 5 [ T & 9 10 " 12 13 14 15 16 17 18 19 20 21 2 23 24 25 26 27 28 29 3t
22 127 528 431 347 147 120 571 637 360 281 349 349 306 251 376 262 581
223 | 117 651 975 712 371 4f2 401 513 415 401 419 426 512 491 397 480 687 517 423 466 522 434 662 730 668 519 470 348 709
202 | 910 920 1224 696 411 308 401 554 395 321 299 410 430 407 330 323 411 440 454 442 583 639 456 415 579 536 510 424 539
2025 | 324 971 588 377 641 488 621 508 529 522 535 538 631 122
Total | 1351 2542 2787 1785 1423 1238 1423 1575 13390 1244 1253 1374 1700 1548 1158 1150 1245 1077 1448 1545 1465 1354 1467 1494 1553 1306 1358 1034 1829 1
Park With Us in Mind Assessment
Time Series for Park With Us In Mind Category Breakdown Sub Category Park With Us In Mind
Set Date Selector Baseline (Top Half of Sheet) and Date Selector Current (Bottom Half of ] Missed Collect... 2nid Occurrence | [ Artana Street 1
Sheet) for comparing time frames iy
Date Selector Baseline Top Squads by Report It App or Customer Baseline Map of Incidents Baseline
01/04/2025 B  30/09/2025 S SRR O statuscode... e ®lnactive
o—o| [ o8
£ ® e m
No. Service Requests No.RIAs S i i —— . ‘
et =] 5 g ° =
190 134 g¥8E 8y - @
[~
‘5 () 2
Requests by Date Baseline
o Stranmillis
Legend Active =——— e
5 ° Newtownbreda
So a [ o
Date Selector Current Top Squads by Report It App or Customer Current Map of Incidents Current
01/04/2024 B  30/09/2024 © e statuscode... @Active @ lnactive
Report-it submission ®No @ Yes
O O 100
o M a st
No. Service Requests No. RiAs i, n 1] - L .
i itgp imS -
254 208 e~ 0 L
w ©
Cat¢
Requests by Date Current
[+ ] Stranmillis
Legend Active
10 \
g5 ° Newtownbreda
0 o e

Call Performance of all Direct Dials

‘ CNs

City Organisation ‘ Finance & Resources ‘ Legal & Civic ‘ Physical Programmes H Place and Economy
Month & Year Selector Abandoned Calls by Short Name Abandoned % by Short Name Answered Calls by Short Name
Hold CTRL for Multiple Selections - Hub*Switchboard Raselawn (.F,‘“_: -, o
[] May 2025 mat 5% AK (2556..)
] Jun 2025 Building Control BOMBCP Hunt Planning
[ sul 2025
W aug 2025 [ e Hunt Hub*Cleansing C
1 €amanaE Noise Control 172 BDM&C 3
No of Direct Dials Answered Calls Abandoned Calls Abandonment % Ave Ring Time (Secs) Ave Talk Time (Secs)
Direct Dials by answered, Abanonded and average Leg Count Maximum Leg Count By Date
Short Name DNIS Digits Answered Calls Abandoned Calls Abandoned %  Average of Call Leg Count sShort Name 01 August 2025 02 August 2025 03 August 2025 04 August 2025 05
AdairSandra 2850918748 1 100 Hub~Clearsing Contacl Cenlie s 1 s
Andrew Vance 2890270246 1 100 Hub*Switchboard L U -
Back Gate CH 2800270272 32 3 857% 100 BDM&CP Hunt 4 hd 2 4
Total 17068 208 11.90% 188 Nigital Sarvice desk 2 H
Count of DNIS Digits by Year, Quarter, Month, Day and Call Outcome Count of DNIS Digits by Hour Label and Call Outcome
Call Outcome  Busy @ Connected @No Answer Call Outcome  Busy @Connected @No Ar
K 2K
o 03 Aug 10 Aug 0 m 05 06 08 09 10 14 15 9 20 21 2 2
Year Hour Label
Analysis of all Hub Contacts by Channel
Created On Cases by Category Cases by Sub Category
01/04/2025 B 02/10/2025 © Category Sub Category
Bulky Waste @BW Request
@Eryson Recycling @ Council error
No of Cases Created ®Buy a Bir ; ®Bryson Black Box
@BCC Related @ Missed Collection
@Problem with bin ‘A" @BW Enquiry
9 3 6 2 K @Accumulation ®Dumping
L @Non-BCC Related */ @Domestic Bin (18.
@®General @Brown Bin (240L)
Cases by Business Unit How the Customer Contacted Us
s 20,09
£ ) 5 Phone
z 41.22K (44,
@
2 §3.16%
4]
s
€ 10 B.68
5
3
S 3
o
o) -
® ?.38

Business unit




Complaints



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

1]

F 1
g e

Section v
| 01/07/2025 @ 30/09/2025 B -]| ‘ City and Neighbourhood Services H teoal ;T;:";:fj;m(s ‘ Place and Economy Department ] Belfast Castle I
L — | o o
Complaints by Departments, Section, Type and Volume Number of complaints closed in full at Stage 1 within Number of complaints closed in full at Stage 2
Department Count of Name 5 working days as a % of all Stage 1 complaints within 20 working days as a % of all Stage 2
hd responded to in full complaints responded to in full
& City and Neighbourhood Services 229 N
200 185 60 55
[ Resources and Fleet 180
[ Open Spaces and StreetScene 28
@ City Protection 14 o 150 .
[ Bereavement 5 % E 40
4 -4
[ Community Centres 1 S 100 s v et (
[ Community Services and Community Support 1 § 'g
E Place and Economy Department 27 S S 20
5 Belfast Zoo 13 o0
B Service not provided 5
A || R ™ “ Compliance with Improvement Actions etc
B Cleanliness poor indoor 1 , p p
= i e s e e 1 Ave Working Days to Close Stage 1 Complaints Ave Working Days to close Stage 2 Compliiiisi= improvement Actions %
B Staff lack of due care and attention 1 Average Business Days to Final Response @ Complaints Average Business Days to Final Response @ Complaints oo B soovoxs BB Mm 2 “:’::“;: lu::':v.l':v
[ Other Place Economy Section 7 — — —— —— - e
H Failure to follow policy 2 419 185 13.78 Total Complaints Total Improvement | improvement Actions % |
i Failure to provide service within standards 2 Actions
[ Disagreement with policy 1 0 50 100 150 200 0 20 40 1 4 6 8 6 0 1 0/ - A P I " S S R »
[ Service not provided 1 1 2 6 . 0 o -f" o' o w '-‘(. v‘) ¢ o »’f d""
B Service request not to standard 1 Stage 1 Extended Complaints x Ave working days Stage 2 Extended Complaints x Ave working J
e 1 Vol a‘m mm" ‘mﬁﬂi
CMP-00003136 1 Complaints @ Average Business Days to Final Response - Type and o ent by Type and Volume
= Planning 5 Complaints @ Average Business Days to Final Response o . > . . " @0 L] : e
@ Disagreement with policy 3 E 48 || s
5 Failure to follow policy 2 || g 2 z 31.83 .
. . Ll ]
Total 265 o] 20 40 0 10 20 30 4 I
# Masnd  Minsed falere o Mised 30 Oweent Ceast.. | Wi Servee VT S

S1 Complaints:
A reduction of 11% in
volume

S1 Complaints:
81% Compliance
10% Improvement

. A
Improvement Actions:

0 . : & | A=l ery fes L roeggoo i nogdumuricri Rearecine
86% Compliance ‘
Investiosting oficer  Count of Cor © Count of Improvement Actions by Type and Volume
17% Improvement Compiants  Improveset P . . .
“ ! A review of tha o Cumently takang
reas elected repretectatves %
| note ot 2 temporary anted % H
[+ I 7 )7 .
4 4 T & M o s
‘/s""),'f'", ; 5 )"’)‘f";‘



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

We have achieved a
lot...

But....
We need to .
understand whatthe ™
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

Age Profiles in ast Zenerations defined by name, birth year, and ag
Get data for Age - single year (MS-AQ5) | NISRA Flexible Table Builder
()

80000 23% 23% 25% Generations

70000
20%

60000

50000 15%

40000 Millennials

30000 10%

e 60% of Belfast are aged 43 or
5%

10000

0 0% rs Il |a'kia Genearation
(]

0-11 12-27 28-43 44-5
_Populatlon —

issue if they can’t
resolve it on their
own.

60-69 69+

aelt-garvice capabiinies,

Generational Differences in Customer Service Abandonment

Q. When are you most likely to give up solving a problem you have with a product or service?

Source: 2023 Gartner State of the Customer Survey
799683_C

o aar%nnl tar Customer Sarvice & Suppart
i Common challenge for , .
A O B S SN A I . lead £ 1 call and have If 1 can’t find an If | can't find an
i paciaRly wibh Hhe i Gonesaticn ) service leaders . to wait on hold » answer from answer after
for too lon the first person contacting
F =~ g | reach multiple people
Gartner b GenZ
0 )
(n = 677) 39% 24% 6% 31%
Self-service i i
Millennials 38% 26% 6% 30%
Twerity-zight percent of all qustamers reported they are mast likely (n=2129)
to guit Erying 1o sales a problesn with a product or service, rather G X
than reach cul b an agent Tar help, if they caanal find a sclution en o,
o el (n 2 1.676) 28% 28% 5% 39%
ow can | help
you toder? Thirty-gight pancent of millannéd and Gen 7 customeang resgonding
1o quar sy repinassid B el sarvics ar no serice” mindsat, As Baby Boomers 1% 28% 6% 55%
40‘.’/0 Of Gen 7 4 ke younger geEnerations maks up an increasingly larger progorion (n = 1,453)
ger g B e
customers will af the customer baze. this trend iz becoming a mare sgnifican
abandon a service challerige for organizations that are not sctively building up their n = varies

Gartner



Acorn database

Acorn Database update

CQ



CcQ

Understanding on different types of people & places

Category Group Type
n Exclusive Addreases 1-3

Acorn segments the population into: Lincry Litestvies 8 | Fowrshing Gapttsl | 45 |
c 6-7

Upmarket Families

Established Affluence

Netghis | Metropoitan Surroundings |
Neighbourhoods tf s ‘_ H

-

J
K | Sambruaivonrty | 29-33)

U [ Traatonaitomeomss | 34-3s

Stoadfast Communities | M | Family Henters
O  Stable Seniors 41-43
P [reitiog ——— L4a=a7]

SetchedSociety (A iniedBodgen

Low income Living T  Constrained Pansioners
U  Chalenging Crcumstances

Not Private Households Not Private Households

7 CATEGORIES 22 GROUPS 64 TYPES



Cormac Demo - Letters to residents

Dear Resident
Re: Yictoria Avenue — Change of Bin Collection Point
We are writing to advise a change within your waste collection service.

Unfortunately, we have are having issues accessing Victoria Avenue due to parked cars. We cannot get
the 26T waste collection vehicle safely through Victoria Avenue as parked cars prevents us from getting
around the middle bend. We are also having issues reversing in from Victoria Road due to cars parking
on the double yellow lines installed for this reason.

To try and help improve the service we are changing the Bin Collection Point. We ask all residents to
present their bins at one of four entry headings. | have listed these below

Your new collection points

Entry Heading Beside No’s | or 2

Entry Heading Beside No 79

Entry Heading Inverary Drive (Rear of No 86)

The reason for this is to prevent the 26T Refuge Collection Vehicle completely blocking Victoria
Avenue while operatives try to collect bins from the rear of properties.

If you are current on an Assisted Lift, then please continue to present your bin at the rear
of your property

Belfast City Council staff will only empty bins from these collection points. BCC staff will not empty

bins left in the entry and will not revisit the area until the next scheduled collection day. However, the
collection points can always be reviewed if parking in the area was to improve.

Your bin collection day remains unchanged, so your next collection will take place on Wednesday 25t

June 2025

Thank you for your cooperation.

Households With Mul
Households with multiple b

POSTCODE

BT41QZ

Household Acorn Categc

[[] Financially Stretche

| Household Acorn Type €
[[] Conventional midc
[] Elderly in semi-det
[[] Privately renting y
[[] Squeezed singles ¢
[[] Squeezed young fi

ward_name

[] SYDENHAM

CQ

Bin Collection Update - Victoria Avenue

Important Changes to Your Bin Collection

‘Wa're changing whare bins are picked up on your street. This is because our large bin lorry can't
get through safely to collect your bins due to parked cars.

1. Why the Change?

Cars that are parked are blocking the bend in the middle of Victoria Avenue
Some of thase cars are parked on double yellow lines.

‘W can't reversea in from Victoria Road - it's too dangerous for our staff and for you and your
vehicles

2. What You Need to Do:

From 1* September 2025 an, put your bin at cne of these collection points on your normal
collection day:

older peopie 518 work They
1ave left school before the age
7 0f thew state pension.

At the Entrance to the Alleyway Beside House No. 1or2

| ——
[ At the Entrance to the Allayway Beside House No. 79 "
At the Entryway Inverary Drive (behind House Mo. 86) L
3£ Only bins at these points will be emptied. ® 7
3 Bins left in the entryways will not be collected. .
CACI

If We Already Help You With Your Bin [Assisted Lift) - Keep putting your bin &t the back of
your house as usual

3. Can This Change Again?

‘fes. If parking gats battar, we may go back to collecting bins from behind houses.
Wa'll let you know if that happens.
Thank You for helping us te keep your street clean and safe.

Want to know more? Scan the QR code or search Park With Us in mind on

s fiean. b - .

Please follow the above for your next collection on Wednesday 3
September 2D25|



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

Customer Focus Programme: Data Analytics: Phase 3 work:
Benefits Tracking of products Performance Accountability/ Insights and Intelligence Community Safety Report It App and
delivered — Process efficiencies Evidence based Decision Making Analytics
£57,118.00 .. 17:07 @ %0l = @
Customer Focus Programme No-Riks | [ No.Seree * [|nitial 7
Benefit Realisation: oo|| 1792 || 7675 Automation Community Safety
£364,370 Annualised Efficiencies 2022 -2025 ey o Repers SR and S Efficiencies
£45'000.00 . e - ged/destroye. .‘ .."’.“ ...; .:5. A =~ : SILVERSTREAM AVENUE : ;: C.£45K
e S |
el s AP e ; * RealTime E | g e
: - R P | — information o - Y
I MMAM L — 2 Rty
) : | o M 22
M Cost/Process Savings per ann e a2 ) N — = * Intelligence and
Expectedsavings @@ B | | 7 i - L. Category
£20,605.59 Currently provide to services: insight [Substance misuse ]
£13,144.55 Descriptive Analytics - What Happened, -
£14,433.21 Where and when and who to? e Automatic [ Discarded needles ]
report Needle Quantity 0.5ml
£3,773.55 Diagnostic Analytics- Why did it happen? production
Phase 3 will with Agentic Al look to support —  —
the development of: )
. *  Work tracking
- tomston | oo | prt Still to come... and completion
e, Colcton ttom v P tomaton | Reportng. | (oepioyment Ape Predictive Analytics- What will happen? in one place
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