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Why listen to me?

80% interactions through self-service

W Visits
Telephony
Email
Self Serve
IVR
W MyHarrow Account

" Web Forms
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Who Interacts with us? ( z%rrmmwcu_
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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%)
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- My bin dates MyHarrow Customer Account and Requests
|
Next Graan bin colecthon Local Information
WadResday 29 Apr 2015 ¢ Counce Tax Your ward Is:
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Need help? Email us using the "Contact . . .
Your current claim 15 Apnl Your current claim services' page on Sherbourne Road has been
started on 2013 started on v 9
removed. Thanks for reporting it.
Related Council Tax 714199 MNext payment 21| Harrow Council
Account due Updates Yesterday, 12:11
Payment Parking Permit
Sech - frequency Reminders [
ee how your current Cox Payee MR ‘
ReductionBenefit entitlement was Y M'SSM.BMS o r 1
Payment method contaminated bin -
calculated 1L Y
Missed Bins - blocked ?"
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Benefit entitlement was

YOU MUST TELL US IMMEDIATELY IF YOUR CIRCUMSTANCES CHANGE
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n vote Dnli

Mame of resident
Addresz line one
Address line two
Addrazs line three
Addre=s line four

Important change to Electoral Registration 2012

Ewery year your Council colizcts the details of all Herow residents over the age of 18, for the
Blacioral Register

The Electoral Register is a recornd of evenyone entithed 10 vote in elections in the UK. In addition, marny
banks and credit card companies uze the Register to run proof of address and credit checks when
you are apphying for their eervices. I you are not on it, you will not be sble to vote and may find it
difficult 1o apply for finencial serdces, 20 it is imporant that your detsils are comect. This year, the
Council will be compiing the Electoral Regizier electronically, to regester, all you need 1o do is visit
www. harmow. gov.ukj/electoralregistration, use the security code above to check your details, make
any necessary changes and submit online.

It's as simple as 1, 2, 3!

So, what do | need to do?
Wizt the Council's websie: www_ hamrow.gov.uk/electoralregistration

o When prompted, emer the secuity code above.

Once you have entered your security code, you will be presemted with
the current electoral register detsils for your property.

e Pleassa sither confimn that these details are correct or make the necessany changes to update
them. To change your details simply activate your MyHamow eccount by jollowing the simple
nSinICtions on screen.

I you have any problems completing this process online please call 020 8004 2660.

Yours sincenshy

e

Hugh Peart Sea owerleaf fior details of the MyHarrow Account
Blectoral Registration Officer
Harmow Council

When you have activeted your MyHamow Account you will be able to manage all your dealings with the
Council online. In addition to eksctoral registration, your MyHarmow Accownt offers you sccess 10 8 wide
range of =envices, including:
e Your latest Council tax details

Checking school term dates
Reserving or checking overdue library books
@ Alerts and information about planning applications in your local area
6 Checking when your bins are due to be collected

(!) Reporting issues affecting your street e.g. fly tipping
and broken street lights

@ Accessing council services at a time that suits you

@ To ensure your information is safe, MyHarrow Account is fully secure:

Facts

Natlonally, over 45,000,000 sheets of paper are used each year during the
collectlon of electoral registration detalls. That Is the equivalent of approximately
£.400 trees, 50 help us to reduce this by completing your registration online.

So far this year, over 38,000 people have usad the many Interactive services
avallable on the MyHarrow Account site.

Elsctoral Registration Offices, Harrow Council

PO Box 71, Civic Centre, Siation Foad, Haros, HAT 200
WWWLNSITOW. JOV.UK
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Top Tip 4 - Where to start?
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Customer Services Strategy — 2013 onwards ( Harroatounci )
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e Customers will self serve using the Website and MyHarrow
Account

e Processes will be automated from customer to LOB systems

e Customers will use the telephone for complex matters where
Interaction and advice is necessary

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

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



Where do | start? ( I%/‘maéoumcm )
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e What does the data tell you?
e Low hanging fruit

High Volume

Low Risk

Low Political Sensitivity
A Friendly Face

e Own the process!
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School Admissions - Then ( //a/‘/‘awizm;r\.icu_

LONDON

7,000
6,000
5,000
4,000
3,000
2,000

1,000

Call Volumes

. Window opens

‘// ﬁ Offer letters sent

\’ Window<cl\oses A[’J

\ N\ : ’ Wantmg lists available

\\\/Aw/ \7.( -

Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug




School Admissions — Now! ( //a/‘/‘awizm;r\.icu_
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Top Tip 6 - Innovate ( z%rrm!t:rz UNCIL
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NEVER GIVE UP
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Harrow Council
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Self Service in the OSS ( /%rmamuwcm )
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Use the Telephone Wisely ( Harroatounci )

LONDON

e Ditch the Switchboard

o Ultilise IVR effectively
e Optimise Skills Based Routing
e Payments first!

e Proactive messaging
e Processing times (Planning, Benefits)
e Known issues (Weather, Bees)
e Redirection (Electoral Registration, Concessionary Travel)




Contact Us I%r/wptou NCIL

LONDON

Introduction Travel info Emergency nos.

How do | find the contact details of a particular council service?

e Change ‘Contact Us’ page

Most viewed and top tasks list
A good place to start are our most viewed and fop tasks lists, which feature links to the most
commonly-used council services and their related pages.

Contact us sections
You can find the contact details of a particular council service in the 'contact us' section of the
relevant web page - eq missed bin.

Harrow Council

I I T
Missed bin

EEE e R

Why aie Bina missed?

Bedow ae poswbie neasons why vus Don My faree Deon iogis ot uncodecied
V] W

I Contact us

Search box
If you can't find the information you are looking for in our 'maost viewed and top tasks lists’, then you
can use the search box at the top of each page.

Enter one or more keywords in the search box, then select the magnifying glass icon, or 'Enter’ on
your keyboard or touchscreen device. This will return a list of pages which are related to the word or

e Print friendly URLs not telephone numbers



The Role of the Call Centre Agent ( Harroatouncic
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Budget reductions are in place

1,200,000
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Budget Reduction
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Annual Cashable Savings ( Harroatounci, )

LONDON

Post, Printing, etc
£300,000

Back Office integrations,
automatic processing, etc
£600,000

Channel Shift
£1.2000,000




Top Tip 9 - Evolve! ( Harroatoun: )
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Street Cleaning, Transport, Roads &

Rubbish & Recycling

come Back Rowenne Jones | Loz ot

t: Charch Lane, Harrow

Parks. Open Spaces &

Animals, Noise &

/n\ Return

Home

Pm searching for. ..

=TT =TT e——a——  (nange Address

+ Your Bin Collection Dates

Se e Toimon Jue

uu Wednesday 29 ) 2015
"N Wadnesday 05 Aug 2015
an Wednesday 12 Aug 2018
HH Wadnesday 19 Aug 2015

+ Street Cleansing

Hous Nate Lt O Mec -
1 GREENWAY GARDENS  OTHNVI0YS 07220
THE CROSS way 0N00%s IR0

+ Roadworks

Aows Nerw ot Oate  Scheculed taa Owte
1 GREENWAY CARDENS OO0 QTAWA0S
THE CROGS way oreIR0" 0000

+ Grass Cutting

Mowus Nete st Gt Moot Soredl el
1 GREEIWAY CARDENS  OTRM0Y OTAN0

& CROGS way oTEIC0Ys OO0

Reported Incidents Near You

BN A

isbianeey

AN

Your Reported Incidents & Requesis

Date Reported

Addtional Green Bin

Abandoned Vehicle

Your Most Visited Council Services
1. Councll Tax

Past Control

Missed Bin Cofiaction

Pianning
Housing Bensfits

s owoN

+ Your Parking Permits

Ve Ce leg e cT Zhet Dwte =2 Dem
VAIO IV asktens skefie
Lrddeb 1 o/xR/=s o/osfs

+ Planning Applications Newr You




Cutting Paper! ( Harroat:ounci
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'iPod = 2:23 PM =3

UNITED 33

amazonkindle

4 While Text-to-Speech is playing. the screen
will update to the corresponding page of text.

Mobile Boarding Pass

For quick retrieval, this mobile boarding
pass has been stored on the home screen.

For PDF fles and books which the rights holder
does not allow Text-to-Speech to read alowd their
content, then "Text-to-Speech” will be dummed
v d you will not be able to select it

-
«

. default, Text-to-Speech starts reading ot the
eginning of the page ly displayed. To staet
ng At & partcular spot, move the cursor
where you'd like the reading to begin befare
~ dtarting Text-to-Speech.

3 w You can also play or stop Text-to-Speech by
i Noldieg down the Shift key (T and pressing the
wwe.Ywnnpnuumdm
Text-to-Speech by pressing the Spacebar.
Text-to-Speech continues playing even  you put

your Kindle to sleep by sbding and releasing the
power button. Sleeping your Kindle while

Elichd loformaadbine
4
A STAR ALLUIANCE MEMBER %7




The future? ( I%I‘/WMDUNCIL )
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The Rise of the ‘Self-Server (Harrotoonon)

LONDON

Monthly Figures

_ 190,000+ unique web visitors

90,000+ MyHarrow Account holders ‘

35,000+ IVR service users

26,000+ MyHarrow Account log-ins

_ 19,000+ integrated web forms

||

4,000+ self serve centre visitors
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