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Share satisfied with service (%)

2002 2024
01

ooe govmetric \

The Challenge

Over the past two decades \

schools
“public service satisfaction
levels have plummeted”. 19 o

40 Your GP

32 NHS hospitals

®- 20 Council housing

Source: |psos » Different methodology used in 2002, Survey conducted between April 25 and May 1
2024 Weighted sample of 5,873



2024

How much complaints
increase if satisfaction goes
down by just 10%
does it
matter:

we listen to
oOur customers

v J 7

* Source: LGSO / Housing Ombudsman. NB 2023/24 is derived from a
% increase in those entering formal remit.
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Reactive

Effective complaint management



GovMetric CT v

¢ . L 2 Y
75\ G v
Assures Compliance Assures Data Security Reduces time to close Reduces response
complaints times

|

AN a) ‘\\? s .1
A i
W~ \ o - nm—
Enables faster Reduces the risk of Minimises requests for Reduces overall
strategic decisions overdue cases further information complaint costs
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Case List

view, search & manage your cases

L« Reports ~

i= Cases

7= Tasks

@® Customers ~

Case List Filters

Try searching for a case reference, customer or member of staff

03 Feb 2024 - 03 Feb 202! Case type - 10 Status - 5 Stages

Y | Ref Subject Target
A MYOB815400 Poor Quality Repair in a day
A MYO850786 Medical Appointment for Parent 14 days ago
A  MYO-ASC-363443 Social Care Providers 5 days ago
A  MYO-ASC-575517 Bailiffs behaviour 5 days ago
@ MYO-CHI-018140 Boundary Youth Centre Closure B nn days
@ MYO-ASC-832628 Multiple Bin Issues 25 days ago
@ MYO-ASC-121732 Social Care shambles 10 days ago

@ MYO-CHI-729843 Closing Child Centres a month ago

Adult Social Care Complaint

Children’s Complaint

Oowner Service History Get all LIVE cases  More filters
Last update Customer Owner Case type
5 days ago Mr Jerry Maguire Steve Meades-Cummins Complaint
20 days ago Mrs Sally Gunnell John Doe Complaint
a month ago Mrs Goldy Locks Harry Hill
a month ago Mrs Annette Lawrence Harry Hill Complaint
21 days ago Holly Eve Tracey Poole
24 days ago Dr Ivo Robotnik Horace Slughorn Complaint
24 days ago Dr Hans Langstrom Alix Cunnell

2 months ago Isaac Clayton

Lucy Diamond

Adult Social Care Complaint

Children’s Complaint

Stage

Acknowledgement

Acknowledgement

Further Review

Further Review

Stage 2

Further Review

Stage 1

Stage 2

8 results found

Service

Housing

Customer Services
Adult Social Services
Council Tax

Youth Support Service
Waste

Adult Social Services

Early Help Hub

Status: (@ Open A Allocated @ In progress (JResolved m Paused (@ Closed

6 Confidential
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i= Cases © Cust

MYCA491195 [ Edit case ~

Received date: 04 Aug 2024 Stdge 1 Y Show only ~ = Case history = & Print&export ~  ECasefiles @ Help ERlEhEy) *
Active date: 04 Aug 2024

Target date: 25 Aug 2024
Status: In Progress
Service: Waste Sites

Add atimeline item...

3 Internal Note
Case type: Complaint _ O Disclosure
Incoming channel: Web Damage to my van =
[ LGSCO or HO Premature
Assigned to: John McMahon X .
Administered by: Steve Meades- I have just had a very bad experience with one of your waste crew. He was reversing into our cul-de-sac and was going very close to my car. 2 Timescale Extension
Ccurmmins When i saw this, i ran over and shouted up to the driver, please be careful as you are near my car and at which point he shouted back, i am = Task
. . . nowhere near your van, but then he took off my wing mirror. He then just told me to ring the council and when i did, no one was very helpful at
Disclosure or Adjustment Requirement: ) . ) . . . & Settlement
dll, and i have no idea who is going to pay for the repair. | assume yourselves as you broke it!
Linked to: MYO892648 Created by System User on 04 Aug, 01:00 [ Meeting
External: WMS Ref: 5632834589

Customer

Add a communication...
Mr George Sarmpson with Mrs Susan

iaation - i & i =~
sampson acting on behalf. Investigation - reported accident & Email from customer =
S 1 -Emait-to-the-custormer
Timeline Completed &
Stagel Assigned to: Paul Ashfield £ Email for case input
Raised 04 Aug 2024 Required by: 22 Jun 2020 B4 Letter
Stage 2
9 Paul, can you please check the system for any records relating to an accident involving one of thi ¢ Telephone call -
Stage changed 13 Jan 2023
Resolved 13 Jan 2023

Closed 13 Jan 2023, 10:26

ReOpened 13 Jan 2023, 10:27

Resolved 20 Oct 2023

Closed 20 Oct 2023, 14:34 .
ReOpened 17 Sep 2024, 21:20 This is now done
Paused 07 Jan 2025, 15:59
Resumed 07 Jan 2025, 15:59
Marked as confidential 07 Jan 2025, Created by Steve Meades-Cummins on 22 Jun, 10:51
16:00

Case access change 07 Jan 2025, 16:01

Notes:

Created by Steve Meades-Cummins, 13 Jan, 10:22

ln
1

@ Note added to case...

7 Confidential Slalay gOvmetFIC



eea gOVMeELtric

Proactive

Your early warning system



WE CAN HELP

A holistic approach to customer experience

upstream

©oe govmetric

PROACTIVE
CITIZEN FEEDBACK

Act on insight to improve
the customer experience
and reduce complaints

+ stay compliant

+ reduce risk

downstream

L casefracker

+ act as an early warning system

RESPONSIVE
COMPLAINTS MANAGEMENT

+ improve citizen satisfaction

Learn from complaints
to improve the customer

experience
9 Confidential OO govmetrlc



gﬂvmetric () Dashboards ~ dl Metrics v (O Feedback v I\ Alerts £ Actions ] @

AI I 'C hq nn el Dq tq %’; - This dashboard has been set up as a demenstration for GovMetric CX.

0 Last Month | 01 Dec 2024 - 31 Dec 2024

Overall Customer Satisfaction g custom | 01 Jan 2021 - 3] Dec 202

Overall rating
Channel Total

Numiber of respondents 77 39 14 24 @

Percentage of respondents 50.65% 18.18% 37% Average
Individual Channel CSAT B Custom | 01.Jan 2021 - 31 Dec 2021 : Smoart Text Anquﬂcs B Custom | 01 Jan 2021 - 30 Mov 2022
@ @ ® COverall rqting Good Service —
SMS Total Poor Service  IEEE—
Timescalas
Electoral and Damocralic Sanices i —— S ——
Number of respondents 54 30 10 14 @ Misoligned Expeclalions  a— -
Waste and Recyclmg T — I
9 Far Review | |
Percentage of respondents 55.56% 18.52% 25.93% Average ety
Councl Tax  — ——
Called Back I L]
Poor Quality  ————m—
Mon-Council Related |
@ @ ® Overall rating Housing e —
Web Total Adult Social Care —
Flanming ]
: o —
Number of respondents 50 16 g 25 E”"'LZ'EET{’Q}“E‘;;E?ZT.EHQ
Nelghbourhood

Percentage of respondents 32% 18% 50% Benafits
9 P Avemge Information Accuracy

—

-
Decision
Council Service mm
Cowvid-19  mm
Emergency Service  mm
-

Overall rating Genaral Enguiries
Email Total Education
g 4

Roads and Pavernants
10 2 [} 8 o 12 14 16 18 20 2224 26 I8 30 32 34

Percentage of respondents 38.13% 17.39% 43.48% Average ® cood Average @ Poor

=1

b

Number of respondents 23

DIDI®)] »ovaaaas



O® govmetl’ic D Dashboards v ol Metrics v O Feedback v 2\ Alerts £ Actions = Campaigns

Feedback Volumes o
Quantitative Data

&) Custom | 01 Jan 2021 - 31 Dec 2023 Multi-Channel Reports - :

Q. search filters fa Granularity: automatic ~ Chart type: line v Split by: none v 8 pin v
Clear Filters
20,000
> Channel
v @ Overall Experience Rating [ @) 15,000
Good @
Average % 10,000
Poor =
A
. 5,000 —g
> [ Service - —
. s : - ‘
> [J Activity Code 0 M T A
2021 2022 2023
> [J Agent Names ) . o
-8 Complaints Survey - 99 -+~ Email - 8,658 - Digital Comment Card - 205 =& F2F Comment Card - 119
=¥~ NEC Portal - 1,087 -®- SMS - 14,683 Telephone - 443 - Web - 35,245
> [) Feedback Type (Web) F2F - 324

> [J Reason for Visit (Web)

> () Reason for Feedback (Web)

1 Confidential OB gOvmetrlc



OO govmetriC (® Dashboards v il Metrics v O Feedback v L Alerts 4 Actions I> Campaigns

Feedback - Repairs

Qualitative Data
All commentary "

searchable and can drive
Q, complaint L Alerts ~ | | &4 Pin ~ | | | Notes v~ 4% Actions ~ alertslactions

Q, search filters

Clear Filters

Date Comments
> Channel v

&

Comment '

25/01/2024 He didn't repair said he was going to call the supervisor but nothing and just lied | guess awful. | left with a repair that was not completed
20:43 this happens all the time | will be putting a complaint to the Council and Gov department!!

[compiaints XX I+

> [J Keyword Topics | Comment

> Overall Experience Rating

DIDI®)] rovacaa:

» [ Council Ward

After few hours cut off again, then the next day the heating cut off then both heating and hot water cut off. We struggled in the freezing

weather without heating and hot water. After many complaints and signing petition the hot water and the heating were restored but for
! 18/01/2024 22:45 how long?????

Reported By

MRS DEMI MOORE

(complaints [ x ] Heating and hot water J < I Plumbing T < K +3

> Repairer Arrived On Time
> [J Repairer Was Polite And Friendly

> [ Repairer Left Property Clean And Tidy

Repair Fully Completed o
>U P Y P Show‘ 100 V‘entries

> [J Repair Completed To A High Standard
Showing 1 to 17 of 17 entries (filtered from 1,424 total entries) Previous 1 Next

> [J Repair Completely Quickly
> [ Contractor

> [J Werk Programme

Copyright © 2025 - ROL Solutions Ltd

12 Confidential ©ee govim etric



Alert configuration

Basic details Alert content Filtering Thresholds Subscribers Automation
Realtime alerts

Additional criteria

Text comment ONLY

Keywords /[ phrases

Leave this section blank to receive alerts on all feedback items related to your filters.
Otherwise, enter the words and/or phrases you wish to be alerted on and select ‘Add":

+ Multiple words or phrases may be added - any match will be enough to trigger the alert.
* To match an exact phrase - enclose it 'in quotes..
¢« To match allwords - add them as a single phrase.

Add a keyword/phrase

Keyword [ phrase
Complaint
Complaints
Councillor Complaint

MP Complaint

Cancel & close Save Changes

13 Confidential ©O® gOvmetriCO
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XX Insight v @® Dashboards v di Metrics v O Feedback v L Alerts ¢ Actions & Campaigns

Today

Analysis Sentiment Recommendations
Summary v Ssummary v Put Focus On v
Customer satisfaction is generally down across all channels Sentiment for this past week Jerry Maguire has had his lowest performance yet on CSAT.

and services except in Waste.
Council Tax has now been in the red for 12 weeks in a row,

(PIDI@)] »ovaaia

0, 0, 0,

Revenues and Benefits is skewing the figures downward. 39.0% 0.8% 60.2% with the trend going up, not down, in poor satisfaction.
The general consensus is that digital is not meeting the We would strongly recommend the following areas of
expectations of citizens like traditional channels do. feedback in the NEC web app be reviewed:

Sentiment by Service v « lcouldn’t do what | wanted to do (23.4%)

« Icouldn’t find what | was looking for (19.1%)

Feedback this week v )

Key Topics v
Campaigns v

Keep an eye on
Key topics arising this past week
Poor user experience Helpful staff Keep Doing This

Poor Decisions Good service Delays

Expectations not met

Copyright € 2024 - ROL Solutions Ltd U h

14 Confidential Slalay gOvmetFIC




Edinburgh

Proactive feedback
agement

—y

S =
—

*EDINBVRGH-

THE CITY OF EDINBURGH COUNGCIL

Edinburgh Council have assigned a dedicated service
lead responsible for addressing negative feedback.

For every piece of negative feedback received through
GovMetric CX, an action is created and proactively
addressed.

The Result:
CSAT improvementin just Reduction in complaints
3 months
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Oh, and one more thing

To coin a Steve Jobs phrase!
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Where we're going — we don’t need roads

U o R
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Let’'s go on ajourney



Exeter City Council

Code of Conduct Complaint Form

e
Councl Councillo Fas braached ths Code of Candus.

o 2o Councit's dacuments caes ‘Deaiig i Merebars
Compinins

P s the completed complelnt fors
Email SRratyigesrier gov ik
P

Bayiies tegane

Mbite atuphons:

i saareE

2. Plassa ed s which complainaes type best describas you

Mt of o puc:

JEiIa Edit Yiew Insert Format Tools Actions Help

¥ Not pleased to say the least ] 3] Assigned to:

case’

Reference  MY0353390

Status

Date raised

Target date

myconios [N Stegel To 0 4 e o @

Received date: 04 Aug 2024
Active date: 04 Aug
Target date: 25 AUE.
Status: i Progress
Service: Waste Sites
Case type: Compiaint

Imcoming channe: weh

Acknowledgement

Damage to my vehicle

administered by: Steve MeatesCurmmir

|Zizend || & Bo@B[E 0] 4| [BJowom. |3 2

I

Discosure or Adjusiment Requirement: Make a complaint
> Unked 1o MvGa92548 ——
A Etsmat Wi Rt saz8315e9 st

iy For the repa

Fram... I

Customer

T e i
acting on behalf.

Complaint Acknowledgement

Tou. | complaints@yourcouncil.gov.uk

Tim

Subrject: | Not pleased to say the least

Hello,

I am furious that | have received bailiffs at my door today in
connection with unpaid council tax. The council tax bills related to a
period of time | didn't even live in this property!!

ine
Wir Meade: s
Stage 1
e Investigation - reported accident = - Complaint Ref:
stage2
)
Stage changed 132 =
Resohved Assgned o Faul skl
Closed 13 Jan 2023, 1026 Reauirea vy, 22 jun 2020 3 i
FeOpened —
bty Faul. can you please check the system for any >
Closed 20 0ct 2023, 1434 records elafing i on accdent g o fthe
= ReQpened 17 5ep 2024, 212 venicies today? ’
Paused :
Resumed 07 1

Hotes:

Marked as confidential 07
6 This & now dana

Case sctess change

Craaned by Soeve Meades-Cummins, 13an, 162

=l e e e ey e Stage 1

7

5~ s

"
\J U \J

Telephone Email Case Management Online Forms Progress Tracking ?9? ?9?

Let’s go on a journey through time

eoe govmetric



O Prevention

o Al Smarts

Q0 Al Next Gen

Octavia Case Analysis

Upheld i Compensation
Yes : £120
Outcome

Resolution: Compensation of £120 provided to Mr. Sampson for the damage.

Root Cause Identified: Driver misjudgment while reversing.

Status
Closed

Preventative Action: Case notes recommend additional driver training for maneuvering in tight residential

areas.
Incident Reported
Investigation

&
Meeting Held
Compensation Paid

04 Aug 2024

22 Jun 2024

24 Jun 2024

22 Jun 2024

13 Jan 2025



Octavia
e Complaint Agent
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Checks if it's a service request
Checks if it's a valid complaint
Check if more info is needed
Check if it's stage 1 or 2

Personalised acknowledgement

S%a —
P

Complainants

A

A

aaaaaaa

anananan

uuuuu

Choose a category

Next

It's a service request It's a complaint

Automatically allocates to service area
Confirms/chases to ensure on time
Checks all points of the complaint are

riage Agent :‘

Automated push to

Complaint 3 Dynamics 365

Received JADU

*

Automated push to

v

Ij casefracker
iCasework

A Civica Group company

Response filed if acceptable

esponse

Octavia

Th

Response pushed to complainant

Jent

Agent

answered
estigation
lonitoring !
Agent .
Service
Managers

Add notes )4

Investigation output passed
for response generation

Converts the investigation details

Into a full and complete response
Complaints Manager checksthe output

Prepares all statutory reports
Weekly/Monthly service reports
Self assessments

eee govmetric
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Octavia
 Complaint Agent

#Hoctavia
Hthecomplaintagent

[=] it [m)
2

i
s




Thank you
)uestions?

eoe govmetric
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