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Business Transformation Team



A bit about us

« Our business transformation team came together in
August 2020

« Corporate recognition that we didn't have capacity to
deliver improvement projects.

* Procurement of new digital platform.

« The first task was to move all our processes from our
original digital platform onto Liberty Create.

We have five principles that sit at the heart of what we do:

1. Put the customer first - digital by preference but

access for all.

2. Make digital services as simple as possible.

3. Support a culture change which embraces new
ways of doing things and shows openness to
innovative ideas.

4. Have a ‘one council’ approach so that we are all

pulling in the same direction.

5. Use evidence and insights to drive our decision

making.
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Our journey with Engage

« We initially saw Engage at the South-West
Transformation group.

« We visited a neighbouring authority that was
already using Engage to see how they were using
it.

") ENGAGE
PROCESS

» Engage is the building block for us to work with
teams and get them to really think about their
process and identify the changes they could
make.

« The visual way in which processes are shown in
Engage helps teams to fully understand their
processes and be a part of mapping it out-
ensuring collaboration happens right from the
start.
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What we like about it

« Teams being involved from the beginning has more
impact with the services we are working with

» The icons are meaningful - clearly showing where a
step is manual or digital and where the breaks in the
process are

» The visual nature of Engage makes it easy for
services to relate to their processes

» We can use it to get meaningful analytics on a
process

* It's really quick and easy to process map using
engage

» Thereis the functionality to hold workshops with
teams

* The people at Engage are really helpful, we have six
monthly catch ups where we can get advice and
guidance on how to use the software more
effectively
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Our approach to creating an ‘as is’ process...
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Missed bin: ‘as is’ process

1 2 3. Customer servi... 4. Customer servi... 5. Customer servi...6. Customer servi... 7. Customer servi... 8. Customer servi... 9
50% 50% 50% 50%
_— > -_> _— > _> _— _ —_
Phone New —_— Yes Yes
Residents bin is  Customer contact  Customer rings New or existing ~ Check whiteboard Is address on the Provide update to  Does custome Case closed
missed case for address whiteboard customer agree with notgs
on the whitebogrd
26 10. Customer ser... 11. Customer ser... 12. Customer ser.. 13. Ubico admin 14, Ubico admin 15. Ubico supervi... 16. Ubico supervi... 17
50% 20% — 80%
—> > > > > - > S —> —_ >
No No Yes Yes
e e m—— ——
Go to 10 Create missed bin  Select address Choose which bin Ubico check On red or ambgr Supervisor to Was bin emptigd Firmstep case
report on Firmstep  from list (enter has been missed red/amber list list monitor and check closed
l A manually if not withgrew
27. Customer ser... 28 29 18
50% 20%
e, > > N
Existing No
Put details on Daily list sent to Goto 13 Go to 15
daily list for Ubico Ubico at 2pm J
30. Resident 31 32 19. Ubico admin 20. Ubico admin 21. Ubico driver, ...
50% 80% 50% —3 —
—> > > 7 = > |
Online No
Customer Report sent to Go to 13 Crew to retur Instruction passed Bin emptied
completes Ubico to crew to empty
Firmstep form bin
24. Customer ser... 25
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22. Ubico admin

23

50%

G —@®

Update customer

Stop

crew won't return

3
>
e

Fimestep updated
once bin emptied

@

Firmstep case
closed



Map out the ‘to be’ process...
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Missed bin: ‘to be’ process

1 2 3. Customer servi... 4. Customer servi... 5 6 7. Customer servi... 8. Customer servi... 9
50% - 50% 50%
_—> > > > E——
Phone Yes Yes
Residents bin is  Customer contact  Customer rings Start missed bin  Check whiteboard Do we have infp  Provide update to  Is the customer Case closed
missed form on this addres: customer happy
- -
[ r r v
33. Resident 34 35 36 10. Customer ser... 11, Customer ser... 12. Customer ser... 13. Ubico admin 14 15. Ubico admin 16. Ubico driver, ... 17 18
50% 50% 50% 80% 80% 80%
- e o P _—> —_—> _—> > > — —__ > _—>
Online No No Yes No Yes Yes
Customer Do we have infp Report sent to Go to 13 Investigation Does this need fo  Complete missed Ubico investigate Is property on rgd Will the crewq Crew return Was bin emptigd Case closed
completes online  on this addresq? Ubico go to Ubico bin form or amber list return
form A t
' - -
r ] r r ]
37 30.1 30.2 31. Customer ser... 32 28. Customer ser... 29 19 20
50% 50% . N - N 50% 20%
- > > > > _—> _—>
Yes No No No
No report taken Start of Creating  End of Creating Missed bin form Go to 35 Contact customer Case closed
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customer customer completed

21
20%

22. Customer ser...

Notification to
Ubico if over 5
davs

Go to 13

23

Notification in
Liberty

24. Ubico supervi... 25. Ubico supervi...

Supervisor to
check and monitor

Was bin emptigd

-
Contact customer

to update

26

20% — 50%
—_— |y —> —>
Yes ] Yes

Case closed

27

0%

=@

Go to 24

Stop



Analysing a process

« Time spent on each step
« Time spent on the process as a whole

« Build in breaks can also show standard delays that form part of the process and delays due to high volumes of demand on
the service.

« Cost of each stage of a process and for each role in the process.
« Total cost of the process

« Percentage of time saved, and costs saved worked out automatically.

Compare measures c
Compare FOlquarterlyreportsasis Vv  ‘em with opened process |FOI quarterly reports to be v| &
FOI quarterly reports asis FOI quarterly reports to be Diff. %

4  Processing time 0d 06h 15m 0d 00h 30m 0d 05h 45m -92.00

Corporate services officer 0d 06h 15m 0d 00h 30m 0d 05h45m -92.00

Lead time 0d 06h 15m 0d 00h 30m 0d 05h45m -92.00
Break time 0d 00h 00m 0d 00h 00Om 0d 00h 00m 0.00

Total cost 95.81 7.67 -88.14 -91.99
Relative throughput % 100 100 0 0.00
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How we use engage for a more complex
process with varying types of requests.
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