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Digital by Default
Digital by Design

Digital First

Digitial for the sake of it .........
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Digitalisation is NOT innovation
but it’s an important part of it




“I want you to find a bold and innovative way to do
everything exactly the same way it’s been done for 25 years.”

Opportunities for Innovation in the Public Sector
Cultural and Organisational Change - Training & Capacity Building
Citizen Engagement - Digitalisation of Services - Policy Making

SERVICE
R

L]
é EPUBLIC



Co-creating digital services
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FNERYONE
SHOULD  AVE

CHALLENGES
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“The senior team at Cork County
Council wanted to improve
customer and staff outcomes
county-wide and set up a centre
to use and showcase service
design approaches.

With a council in the process of
‘going digital’ we saw an
opportunity to ensure services
were led by user needs.”

James Fogarty, Deputy Chief Executive




Home  Online Services

Cork County Council
Caomhairle Contae Choreal

Arts Grant Scheme 2013 now available. Closing Date is Friday &th December at Spm.

Welcome to Cork County Council - Your Council

New Services added

- Art Grant Schemes for 2018 now available in the Online Services Menu

- New online submissions available for the 9 Town Council Development Plans and CDP 2014 available in the Online Services Menu

- Find your Local Counciller in the Online Services Menu

- Domestic Well Grant Forms now available in the Online Services Menu.

New Users You can now register and create an account to save time and track the progress of any issues you've reported

Existing Users Login to quickly access your services

oS
Dog Licence
Apply Online

Vacant Homes

Rebuilding Ireland

Arts Grant Scheme 2018

Application Forms

Wi

View Boundary Proposal

Make a Submission

Ask a Question

General Enquiries
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Roads & Footpaths

Potholes, Safety. Signage eic

Trees & Hedges More Online Services

Report an lssue Apply Report Ask Pay

Online Services

Search available services

R

Grants Currently Available

Ask H Pay

H Grants
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A Accounts Payable Enguiry E Electoral Register Enguiry P Parks and Playgrounds Report an Issue
Anirnal Welfare Environment - Air, MNoise & Water Quality Planning Application - Observations
Ants Grant Scheme 2018 Enguiry Planning Enguiry
Arts_Gram Scheme Application for Financial F Find your Local Councillor Plam!ng Enguiry System )
Assistance Fire & Building Control Enquiry Planning 'West Cerk Enquiry
Arts Grant Scheme Artists in Schools Scheme Flooding/Drainage - Report an lssue Playgrounds - Report an Issue
Ants Grant Scheme Ballinglen Arts Foundation F hs - Report an Issus Potholes - Report an Issue
Bursary T Pre-Planning Meeting Application
Arts Grant Scheme Creative Artists Bursary H Have your say on Cork County Councils Public Lighting Enguiry
Scheme proposal for a boundary alteration Public Lighting Fault
Arts Grant Scheme Intemational Touring and Higher Educational Grants Enguiry Public Parks - Report an Issues
Exhibition Bursary Horse Control Public Paricipation Network
,;“rts Grant Scheme Tyrone Guthrie Centre Housfe Pumh_e Enquiry ) R Rates Enquiry

rsary Housing Assistance Programme Enguiry X _
Ants Office Enguiry Housing Enguiry Re::_yl:llng Endquiry
) . . Register of Electors
Ask A Question Housing Loan Enguiry .
Housing Repair & Leasing Enguiry Road Resurfacing - Report an lssue
Building Control Management System Human Resources & Recruitment Enquiry Road Safety - Report an Issue
(BCMS) Roads and Footpaths Report an Issue

C Choice Based Lefting | Ideas & Suggestions for Online Services Roads Enquiry
Choice Based Letfing Morth Enguiry .J Job Vacancies S School Water Safety Educafion Programme
Choice Based Leffing South Enguiry Signage - Report an lssue
Choice Based Letfing West Enquiry Library Enquiry Skatepark - Report an Issue
Civic Amenity Sites & Recycling Enguiry Litter & VWaste Enguiry Smile Resource Exchange
Community Development Enguiry Local Property Tax Social Housing - Morth Cork
Cork County Alerts Social Housing - South Cork
Cork County Alerts Registration M Make a submission on the Variation to the 9 Social Housing - West Cork
Corporate Affairs Enquiry Town Council Development Plans .

Make a submission on Variation Mo 1 fo the T Tenant Purchase Scheme Enquiry

D Dead Animal Remaval CDP 2014 Trees and Hedges - Report an Issue

Dog & Veterinary Enquiries Mix Your Mode Joumey Planner -

Dag Altack on other Arimal(s) Motor T =Y Vacant Homes - Rebuilding Ireland

E mmpem{s} Moter Tax Enquiry W\ Walkway & Greenway - Report an |ssue
= " Water And Waste Water Connections

Dog Controd ) O m‘mr mMulUse Area - Report an Water Leak - Irish Water Site

Dog Controlled & Listed Breeds Water Services Enquiry

Dag Fouling

Dag Licence Application
Dog Stray & Abandonded
Dog Surrender to Vet Dept
Dogs - Excessive Barking

Well Grant (Domestic)
Well Grants Enguiry

Cork

County Council

Comhairle Contae Chorcai



Dash

Home Dashboard Servic

Help Sheets

Latest News

The Map window on the Firmstep Forms should be working now again. Cases can be logged as normal.

Flease LOGIN to create a case and to view Dashboard and Services.

Don't forget to azk the customer if they'd like to be updated on their issue - Enter their Email and Status Updates and they'll be updated automatically at login,

processing and closing stages. _ .
Please advise our customers that can log their case on www.yourcouncil ie

Trees & Hedges Roads & Footpaths Parks & Playgrounds
Fegort a0 lEsue Pomoies, Salety, Signage st Regort a0 lEsue

'We will be making the following changes in the coming wesks for the Reoads ‘Report It Forms:

- Removal of location for pin on map

- Assiging cases to users instead of groups

- Emailing users cases assigned to them

- Mew suite of reports to be developed to filter by wsers, municipal district, etc
- Link to cases included in reports and emails

- Mew processiforms and reports to be crested for Admin & Policy Reporting

Meed help? If you have any problems with the forms'services please email customerportal @ corkeoco e

Y]

Dog Conirol
Stray, Fowling, Attack, et

Services

Search available services

Report

entered on behalf of customers

Pay Planning Policy

on behalf of customers PPU Use only

Dash Reports

Summary of Cases Logasd

Dash Reports

Testing

CCC Staff Testing please use this folder only

Presentations

Your Council, Service Design etc

A Animal Welfare H Have your say on Cork County Councils
Ask A Question proposal for a boundary alteration
Horse Control

Choice Based Lettin
C 9 Housing Representations

CPD Presentation
Ideas & Suggestions for Online Services

D Dead Animal Removal
Dog Control
Dog Licence Application
Dog Licence Re-Issue
Dogs - Excessive Barking

Library Enquiry
Local Property Tax

Online Payment General

To

Parks and Playgrounds Report an Issue
Parks and Playgrounds Summary Report
Pre-Planning Meeting Application

Public Lighting Fault

R Register of Electors (checktheregisier.ie)
Request to make change to Council website
Roads and Footpaths Report an Issue
Roads and Footpaths Summary of Cases
Roads Directorate Summary Report

S School Water Safety Education Programme

T Trees and Hedges - Report an Issue
Trees and Hedges - Summary of Cases

\\/ Water And Waste Water Connections
‘Water Leak - Irish Water Site
Waler Leak (Irish Water)
Well Grant (Domestic)
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Parks &
Playgrounds

4,517

B Y
.‘ Roads & Footpaths

g 842

Trees & Hedges

# 1,269

946

Draft Local Area
Plans

EOQI - Clerical Officer

@] 1,539

Ask A Question

..881

U Dog Control

YOUR

COUNCIL

17,070

Portal Interactions

[EQ 6,454

Logged by CCC staff

(210,616

Logged by Citizens



Cork County Council - Housing Directorate

Start Date 01/01/2017

|

Stage |\."iew Uploads

[w]

Issue

e\

Report Run on 06/11/2017

15%

Cases Ope

207

Open Cases

1,399

Cases Logged

1,192

Closed Cases

A
996

Closed First Time
by Housing Policy

o.ig, Alan. Murl A4

End Date [31/12/2017

=

[application, Grant, HAP_RAS, Mainte:| |

 Jendines

d- @

v Council - Housing Representatives

lysis by Stage 108- Report Run on 06/11/2017

oco.ie

506

Logged by Customer -

178 891

Cases open more

342

Housing Queries -

than 10 days www.yourcouncil.ie www.yourcouncil.ie DASH
All Cases Logged All Cases Logged
120
rﬁ' fom -
= 300
500 Open
500 I Closed
. ) 0 21 5
I Application I Maintenance .
Grant Orther
B HAF_RAS Nl Purchasing Options ORIV
131.'B
133423--."‘

ST EE B EETEETOECSEEEIELESEZTELEEEEEETSESEELE2EEE
ESEsgf2zgeEcsEesf s fc 58 E - 5282 Es555 858538
§3:532 22283525 642805 252255888522
D-?:igt;f;-'%!§—;5§Eﬂizg%g%:'gﬁfggs%gfﬁgée-‘és‘ésg
& E 3 SEEE=gx T EE = 2 ’ -
§53° 3°3585°8 $°% 1341 s
& | 3 E

s ey SERVICE
<= * REPUBLIC

(

O'Brien, Johnathan

O Danavan, Denis

OFlymin, Frank
O°F bynn, Kenneth N,

Logged by Staff through

0 Grady, Dos
O Konffe, Kovin

O Lasoghawrs, Dannchadh

196

Closed after Response
from Responsible Area

Open Cases by Stage

98

B Housing Rep Closing
Housing Rep Triages
I View Uploads

54

Sherlock, Sean
Stanton, Dawvid
Twomey, Danielle

0Ehea, John Faul
O Sullivan, Aaran

Sean

e, Kevin

Michael

Michael

Crested
Date

187087217

0170972017

0670972017

110972017

19/09/2017

Applicant /Tenant Issue

Dolores O'Connar and
John Hadnett

5 Zandfield Terrace,
Mallow Cork

Application

Mr Patrick 0'Driscoll
3 BACHELOR'S WALK
FERMOY CO. CORK
P&1V085

Reginald Abhrams

& COI5 ABHANN
FREEMOUNT CO. CORK
P35H28

Application

Mr John J Murphy

25 THE GREEM DUN EALA
DUNTAHAHNE, FERMOY CO.
CORK P&1X215

Application

Jarmes Healy
& ASHEROOK. DROMIMA
CO. CORK P3&FFTZ

Application

Details of Issue

A Chara,

I 'would be very grateful for a status
update on Mr Hadnett's housing
application - Mr Hadnett applied to
become a tenant on Ms. 0"Connor's
application.

Kind Regards,

Sen Sherlock TD

I'would be very grateful if you would
update me on Mr O'Driscoll’s social
housing application.

Please refer previous reps HSRZ 148502

Mr. Abraham has again contacted my
office regarding a transfer from the
property he is in to a similar property in
Kanturk. He has some chronic medical
fissues and is unable to continue to live
in the house in Freemount due to
dampness. He has also advised that
there are some serious Heslth & Safety
Izsues regarding the rangs in the house.

I'would be much obliged if youw could
revisw Mr. Abraham’s Transfer Request
iin & sympathetic light given the above.

Many thanks for your assistance in this
mattar and | ook forward to hearing
Fromn you.

Mr Murphy is a housing applicant who
refused the offer of tenancy of Mo 2
Farrahy Road, Kildorrery some weeks
ago. |attach copy letter submitted to
Cork County Council confirming his very
genuine reasons for refusal. | would be
wery grateful if you would ensure and
«confirm that he remains on the housing
list.

James has been in touch with this office
ragarding his application for a Transfar
to & Corney Ring Place, Dromina which is
presently vacant.

Jarnes advizes me that he has recently
raturned the necessary documentation
o your offices, and | would appreciats if
you could update me on the prograss of
this matter at your comvenisnce.

Comments from Housing Policy

Aing,
Can you please confirm if we received a
housing application for Mr Hadnetts - Mr

Hadnett applied to become a tenant on Ms.
O'Connor's application.

‘Thanks Horma

Aing, az Majella iz on Annual lesve can you
have a look at thiz repressntation for me.
‘Thanks Horma

Aine, Can you please confirm if we have
received a Transfer Application for Mr.
Abraham. Thanks Horma.

Aine, can you have a look at this
representation and pleasze respond. Thanks
Horma

Aing, can you pleass confirm if we've recsived
a transfer application from the above
mentionad and status of same. Thanks Horma

Humber of Cases Open

Cork

Al

Days
Open

County Council

Comhairle Contae Chorcai
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DEVELOPMENT
(INCLUDING MEASURES)

FINAL CHECKS
(INCLUDING MEASURES)

DATA
GOVERNANCE
CRITICAL & LOOK, FEEL
BEHAVIOURAL REVIEW & LANGUAGE

PROTOTYPE RELEASE PROCESS



We’re now collecting
and analysing data on
what works

We can follow transactions by
service users to continuously
tweak our services and we are
in control.

Data is our new material.

Service Rating Reports

HOW WE KNOW IT WORKS - THE CUSTOMER VIEW

Self Statistics
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Service Profile

We’re creating the
business case to feed
upstream

Item Standard Service Service
Compliance Pre- Compliance
redesign Post-redesign
Use of Service Design pattems — reusable standard Mo Yes manwsl,
components inthe service e.q. registration of users, address
’ . finder etc
We re a n a IyS I n g O u r Ensure Data Privagy — use data security standards and data

protection measures and ensure customers understand their
rights intheseareas

= Service Standard Criteria and measures are possible Partial Yes
p e r O rl I I a n Ce a g a I n S Acceptancecriteria for the service areused in user testing Mo Yes

Risk Assessment for the service is caried out A A
. . Value for maney is measurable inthe service Partial Partial

G Ove rn m e nt d I g Ita | Sta n d a rd S Maonitoring ofthe service is possible Partial Yes
) Supportis available for the service Mo Yes
User needsare builtinto the service Mo Yes
& User research forms part ofthe design ofthe service MNo Yes
a n d p ro d u C I n g re p O rts Amultidisciplinary team reviews the service Partial Yes
Anagile development process is used Mo Yes
. . Service development is iterative and can bereviewed Mo Yes

C O n t r a Stl n g S e rVI C e p e rfo rm a n C e Open standardsare used in the development process Mo Yes Total Service Not Aligned
Service is tested end toend Ma Yes
Anoffline process is possible Yes Yes
Qe Minimise number ofinvalid service requests Yes Yes
a n d p O S Itl O n p re a n d p O St Performance datais easily available Yes
Management reporting is possible Yes
o Online service channel uptake is measurable Yes

d eS I g n User satisfaction is measurable Yes i-redesign)

O Service costpertransaction is measurable Yes

Total Compliance 21
Total Partial Compliance
Total Mon-Compliance

% of Representations that are
resolved by Housing Policy
immediately
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Demonstrate the citizen’s impact back to them

Positive behaviour should be reinforced to keep citizens engaged and
further their participation.

We conducted a pilot study with Cork County Council in Ireland. We

noted that engaged citizens who received updates on the progress

of their requests had a thirty percent more favourable opinion of their

local government. Also they were almost twenty percent more likely to

feel their personal potential impact on wider society. When providing

feedback and demonstrating the impact of their contribution, we found

citizens to hold a more positive assessment of their personal efficacy. e

even if their initiative was ultimately unsuccessful. g g Mm | % i—:‘ %Wm -
m*erauu(ucﬂs problem

ﬂau]hbwhocd CW((, agency encompassing par ntw. cr. _§‘qf€
C(V( refreseniaﬁve e m en
N aoldress
m*.de' ma
apprcdtn

Wf ;
R s ke mdmdua = fouie-lamng

http://www.frontend.com/engage Wk i aofmmsmjafje _g_% ovganizal cml
o o senge O

various w&hﬁ%mamw Se Y V( C e ea(nmq

dimension (.. eledcmlassouatm
{ 00Y of P



Innovation - Beyond Digital
with Service Design -
Community Fund

We're designing services end to end.

We’'re effecting policy changes in services
using a service design approach to
transformation.
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We spoke with

5 community groups — football club, tidy towns, youth
group, parents association, community development group

2 local councillors
3 Municipal Districts — Clerical & Admin Staff

1 Municipal District Officer
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Personas
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Fund Announcement

Query & Helping

Receiving
Applications

Seeking clarification

Processing
Applications

Recommendations to MD

Officer

Funds
Awarded

Processing
Payments

Inspection of Work

iid

Lol ,
TR

/
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Media
Email
Post
Face to Face

Telephone
Email
Face to Face

Post
Email
Face to Face

Paper, Paper, Paper
Phone Calls

Excel Spreadsheets
Storage Boxes
Filing Cabinets

Excel Spreadsheets

Councillors
Applicants
Email
Post

Telephone
Email
Face to Face
Finance Dept

Community Groups

Forms are advertised in
local media and
distributed via web, hard
copy & email

INTERACTION TOUCHPOINT FEELING STORYBORAD STAGE

Liaise with applicants
one to one, over phone
to offer advise and
answer and questions

Last day of aplications.
Surge of applications
received. Stamped and
recorded

Incomplete Forms,
Multiple Versions,
duplicate forms for
different funds, chasing
applicants

Multiple Versions of
Excel Spreadsheets.
Researching previous

applications

Recommendations are made
to the Municipal District office
and bought to MD meeting

Funds Awarded and
applicants usually

informed by councillors.

Follow up
correspondence from
CCC

Bank Details, Invoices
Receipts need to be
chased to award Fund.
Mulitple Phone Calls.
Some don’t return calls

Inspections - Huge Pride
in Seeing how CCC
helped local communities
improve their area.
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“If you read the guidelines you’d be more confused,
it’s like a legal document”

Staff and Public have difficulty with guidelines
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Manual Process

Highly manual process within the front stage and
backstage of the process. Different filing systems
in each office.

Local Knowledge

Processing of the application involves a lot of local
knowledge and awareness of projects and
previous applications by council staff.

Policy & Procedures
Municipal Districts don’t consult with each other as
each MD has their own policy and procedures.
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“Everyone must get something
Keep everyone happy”

“Everyone gets something
Nobody gets what they’re looking for”
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Immediate benefits of online applications
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SERVICE DESIGN — COMMUNITY FUND

Applications stored in hardcopy files in each MD Centralised location for all applications and information
for all MDs
Processing of applications varies from MD to MD Standard process and workflow implemented
Applicants can only submit paper applications Applicants will submit their own applications online
Staff transcribe applications into local spreadsheets and systems in Hardcopy applications can be transcribed into same
some MDs system
No database of previous applications received Historical DB of applications will be maintained
Large volumes of paper to be stored Reduction in Paper Applications and related storage
Applicants sometimes get acknowledgements from some MDs but Applicants will receive automatic acknowledgements and
no updates on applications updates regarding status of applications
Difficult for staff to access info on current applications Staff will know status of any application at a quick glance
No standard correspondence to applicants Standard templates for responses to applicants
Very difficult to report on applications and fund allocations across Corporate reporting for staff on the details of
the county applications, applicants , funding requested and allocated
o:-? SERVICE
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Designing Policy
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Our Strategic Policy Committee (SPC) and Corporate Policy Group (CPG) have
agreed to a new set of guidelines

CPG have agreed to a single application form

CPG have agreed to a set of standard criteria for assessing the fund that will
applied in every Municipal District
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“It creates a lot of good will.

“It’s the same applicants each year. , : N
We need to animate the smaller Vlughs e s vyelgh? i go{d.
We couldn’t function without it.”

communities.”
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Building a Citizen-Centred Council County wide opportunities Co-designing new futures
Customer Service Transformation Design challenges and Opportunities Emergent societal needs
I E ﬁ‘/ E y
A /;Il[‘ ]
Re-designing and innovating 5 Brokering opportunities ~ Identifying needs and
Council services around the LECP innovations for the future
000 & 2 & e
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M, e Delivered through the CST *uf_. ﬂfir f Developed with partners and (FF., L‘_(:. f
A across the Council W s stakeholders across the County 7 %"
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O O Citizens at the heart of service “J 0? O Citizens at the heart of service 020
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