AN

GRANICUS NATIONAL

2018

Channel Shift in the Public Sector:
Lowering Costs, Empowering
Customers and Improving Services

Dave Worsell | VP of Granicus Europe
Brett Husbands | CEO of Firmstep

April 3, 2018



DAVE WORSELL BRETT HUSBANDS

VP of Granicus Europe CEQO of Firmstep
@dworsell



If you build it,
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The Rise And Fall Of The Public Sector Comms Team Budget
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Secure the quick wins

- Cut print and postage
- Switch to social (it's freel)
- Shift demand to cheaper channels

F2F = £8.21 |Phone = £2.59 | Web = £0.09
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Doing less with




Know your worth

Communications feams are
always cut first and suffer
the most because
historically they've been
viewed as non-sfrategic
and “non-essential”.
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The rise of the UK digital
public sector

- Government Digital Service (2011)
Digital Centre of Excellence

Push to make it “Digital by Design”
not “Digital by Default”
Laser-focus on users' needs

__/~N\__ GRANICUS #GranicusSummit18



Digital by design;
fit for the modern
mobile citizen.
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Fiir'mstep

easier, better, faster customer service



engagement
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data
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profiling
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citizen interaction platform for government

e Q W e 2 e

interaction self-service CMS forms & staff portal

handling automation

Firmstep
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effective

drive channel shift and online engagement
manage communication centrally
personalised citizen account

intelligent, tailored messaging
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proven

\
m 170 government organizations interacting with citizens
\ through the Firmstep Platform

S

|
|:| 12 million citizen submissions through the Platform
annually

continuous improvement since 2001

/
@ millions of citizens with a self-service account
/
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flexible

over 700 different online services
used by citizens
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reach

services created through Firmstep reach
over 25 million citizens
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iNstant access

e ready-made services ready to go-live
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open standards

100% of customers are able to
create their own integrations
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relilable

o‘O*O‘o
ISO/IEC .m.
27001
mgc:‘;ngl:i:l tSecurity am a Z on GO\.l.UK.
weDEervasr Digital Marketplace
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results

T milton keynes council

@ $900k efficiency @ 60% channel shift
savings

g digital council of the @ 60,000 customer
year 2018 accounts
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Cltizen feedback

“One click and all the information is at your fingertips, could not
ask for anything better”

“Easy to use, and quicker than calling. | would definitely
recommend this”

“Navigating to what you required was easy. Damn good site and
well laid out”

“Very easy to use. Found what | was looking for instantly”
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results
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Coventry City Council
91,000 customer @ 63% channel shift

accounts

60 end-to-end
processes developed
using Firmstep

150,000 online
submissions in 2017

. ol
AN\ GRANICUS Firmstep




results

/@ deep customer insight
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the future of citizen interaction

{ﬁx Al contact handling
\
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Be super-strategic
and super-impactful

Skilled comms teams are
essential to achieving digital
tfransformation.

So how do you become a
“comms superhero”?
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Think like a *commercial
marketer”

- You're selling “behavioral change”.

- Changing behaviors is the most effective
way to achieve positive long-term
outcomes and therefore reduce costs.

- Makes comms feams super-strategic.

- Always ask “"why¢"” and “so whate”
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TRANSFORM ™
CITIZEN \
EXPERIENCE \
. \

/ DEFINE OUTCOMES \
[

CHOOSE
RIGHT CONTENT
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. Analyse:
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| hﬂps://gcs.civilservice.gov.Uk/guidclnce/campaigns/guide-to-cd?nbgi'g;t[‘-ﬁl‘q@iﬁg'-z
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Put a value on your contribution.

- Identify your KPIs
- Define your baselines

- Decide how to measure

- Measure and evaluate impact
- Test, compare and refine
Don't stop (too soon)

NONNNNN N <
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Get a seat at the "“top table”

- Digital Transformation and Communications

representation
- Be there at the start of all digital projects
- All project plans must include comms and

engagement plan
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Reduce demand by
being proactive

Use digital communications to
free up resources, intervene
early on, and signpost to
online support.

Tip - Make customer services
your best friend.
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Generate more income

- Promote your revenue

generating services to a larger
audience.
-  Ensure you make the payment
process slick.
- UK starting to adopt Pay Per
Click (PPC) advertising (web
and digital communications).
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Build frust and your reputation

Communicate good and bad news to improve
cifizens' understanding of the pressures you face
and generate interest in the positives.
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So Where Are You?@¢
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Technology for the
people who are
changing our world.
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