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80% interactions through self-service  
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Top Tip 3 - People Project; NOT an IT Project! 



226,383: Instances of contact 

 

– 60,331 households (68.1%) 

       

      Or 

 

– Assumption there is a single reporter per household: 

• 60,331 = 25% of Harrows’ Population 

 

● Households with 1x contact:     19,250  (31.9%) 

● Households with 2x contacts:     11,905  (19.7%) 

● Households with 3-5x contacts:   16,915  (28.1%) 

● Households with >5x contacts:    12,261  (20.3%) 

  

 

 

Who Interacts with us? 



Moving into Harrow.. 
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Integrated forms 



MyHarrow Account 



MHA features 



MyHarrow Account 



MHA features 



Annual Canvass – The Letter 



Marketing 

81% 



Closing Channels 



Top Tip 4 - Where to start? 



Customer Services Strategy – 2013 onwards 

 

● Customers will self serve using the Website and MyHarrow 
Account  

● Processes will be automated from customer to LOB systems 

 

● Customers will use the telephone for complex matters where 
interaction and advice is necessary 

 

● Face to Face activity will be limited to complex enquiries for 
vulnerable people 

● Supported self-service will be available in the Civic Centre 

 



Where do I start? 

 

● What does the data tell you? 

● Low hanging fruit 

 

● High Volume 

● Low Risk 

● Low Political Sensitivity  

● A Friendly Face 

 

● Own the process! 
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Top Tip 6 - Innovate 



School Admissions - Then 

Window opens 

Window closes 

Waiting lists available 

Offer letters sent 



School Admissions – Now! 

Window opens Window closes Waiting lists available Offer letters sent 



Option 1 – step 1 



Top Tip 6 - Innovate 



Top Tip 7 - Sweat your assets 



Visiting the OSS 



Self Service in the OSS 



Use the Telephone Wisely 

● Ditch the Switchboard 

 

 

● Utilise IVR effectively 
● Optimise Skills Based Routing 

● Payments first! 

 

 

● Proactive messaging 
● Processing times (Planning, Benefits) 

● Known issues (Weather, Bees) 

● Redirection (Electoral Registration, Concessionary Travel) 

 

 

 

 

 

 



Contact Us 

 

● Change ‘Contact Us’ page 

 

 

 

 

 

 

 

 

 

 

 

● Print friendly URLs not telephone numbers 

 

 

 

 

 



The Role of the Call Centre Agent 



Top Tip 8 - Cough Up! 



Budget reductions are in place 

62%  

 

Budget Reduction 



Annual Cashable Savings 

Front Office 

Back 
Office 

Incidentals 

Post, Printing, etc  
£300,000 

Back Office integrations, 
automatic processing, etc  

£600,000 

Channel Shift 
£1.2000,000 

 



Top Tip 9 - Evolve! 



Adapting 



The future 

  



Cutting Paper! 



The future? 



The Rise of the ‘Self-Server’ 

190,000+ unique web visitors   

Monthly Figures 

4,000+ self serve centre visitors   

26,000+ MyHarrow Account log-ins   

19,000+ integrated web forms   

35,000+ IVR service users   

90,000+ MyHarrow Account holders   




