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Tipperary in 
Context

CIVIC CENTRES  
& MD Offices 
• Clonmel
• Nenagh

Municipal 
District Offices
• Carrick-on-Suir
• Thurles
• Tipperary

http://www.google.ie/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRxqFQoTCOj8i67h-8cCFaZm2wodlZwIOA&url=http://www.roscreaonline.ie/content.asp?section=486&psig=AFQjCNEWUhiCOrpR76V3lgk0yi_yWdHa_Q&ust=1442499987397269


Integrated Customer Service Desk - Clonmel

Confident, Competent and Caring Customer Services Staff

- at Self 
Service 
Kiosks 

- At the 
Counter

- by Phone, Email and 
Social Media



Integrated Customer Service Desk - Nenagh



How does it work for us

Customers Customers Service Desk (CSD)

Clonmel DO
Environment
Finance
Housing
Nenagh DO
Planning
Revenue
Roads
Thurles DO
Water Services
Etc...

Sections (BU)

Service Level Agreements



CSD Steering Group
• Review Team representative of 
Corporate  - Director of Service; SEO & AO; 
CSD  - 1 SO & 1 ASO
 IT – 2 *IS Project Leader – Phones / web; 

• Meet every 6 weeks
• Review topics such as 

• Telephone call monitoring
• Website development / social media traffic
• Customer Relationship Management (CRM)
• Emergency events
• Staff training
• SLA Issues



How we input different Indicators

CRM

• No. of CRM’s per Section / No of CGT’s / Cases 
active/resolved

• No. of CRM users per section

Phone-calls

Website Hits / Social Media

Emails

Customer Complaints 



How we act on the Indicators
Quarterly Report to SMT
Circulation of CRM stats to Section Heads
SLA Review Meetings
Senior Staff Awareness Meetings
Customer Service Training targeted at
CSD Staff
Clerical Staff
Middle Management Staff
Senior Management Staff

Ongoing day to day liaison with Sections re issues 
arising;



SLA Reviews 
• Main focus with each Directorate/MD
• Bi-annually for Sections and Quarterly for the Districts;
• Checklist circulated after each meeting – Summary points

– Feedback to section staff;
– Voice mails to be checked and updated for leave/absences; call 

forwarding to be used when/where appropriate; 
– All letters to state name of staff member dealing with 

correspondence;
– Sections to advise CSD of new initiatives and also advise if issuing 50+ 

letters/invoices;
– Section staff to take calls & messages for their colleagues (use call 

pick-up)

• “Customer Service is everyone’s business”



On going Issues

• CRM/ihouse interface

• Phone System Upgrade – Migration to Avaya 
IP Office Server

• Web Publishing Protocol

• Extending CRM usage



SAMPLE CRM REPORTS 
New CRM’s created Per Section Jan 2017 to Nov 2017



SAMPLE CRM REPORTS
New CRM’s created Per Section Jan 2017 to Nov 2017

Active:  3653

Resolved:   13628     

Total : 17281
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Tipperary County Council: Cases By Section 
Chart since 2014

Active:  
Resolved:        
Total:              

5293
63318
68611 



Tipperary County Council: “CGT” Cases By Section Chart since Jan 2017

Active:  
Resolved:        
Total:              

635
5147
5782 



• Thank You

• Any Questions??



Tipperary 
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