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Digitalisation of Service Delivery and Citizen Engagement

Improving Customer Care Services with Digital Solutions

Over the last decade, citizen’s expectations about their
relationship with the local authority or municipality servicing
their community have changed dramatically. Citizens have
become far more demanding, more vocal, and more likely to
demonstrate dissatisfaction. Theses stakeholders demand not
only basic services, but also more efficient and effective citizen
engagement services and enhanced costumer experience, across
all touchpoints.

In some areas, the high penetration of smartphone technology
and the rapidly growing and ‘tech savvy’ youth segment is adding
additional pressure on municipalities to adapt quickly to digital
demands.

Overview

To meet the need of technology enabled service deliver, the GSP
IT provided partner municipalities with a digital mechanism to
register, monitor, track and respond to their complaints and queries
on a real-time basis. This tool can be used to provide management
with credible data that they can use for planning purposes. This
intervention was aimed at supporting the following strategic
objectives:

1. Toidentify service delivery gaps through customer feedback.

2. To enhance management decision-making and planning
through intelligent reports and by making critical statistical
information readily available.

3. Toreduce customer contact effort — make it easy for citizens to
access services using digital tool.

4. To gradually eliminate paper-based processes so as to reduce
turnaround times.

5. To offer self-service options for citizens through mobile apps,
24/7 real-time updates on queries and complaints.

6. To monitor and measure service level agreements - this helps
supervisors to hold their staff accountable.

What was done

The following digital tools were developed and provided to part-
ner municipalities:

= An Incident Management Tool to register complaints and pro-
vide intelligent reports that highlight trends and areas of con-
cern with a need for management interventions.

= A Citizen Engagement Platform to enable and facilitate con-
stant communication between members of the community
and municipal leadership. The platform enables citizens to
raise issues or suggest solutions to ward councillors so that
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their concerns should be attended as soon as possible.

= An Indigent Application to shorten the time taken
by households to apply for free basic services and for
municipalities to process these applications.

What was achieved

= Thetoolsresultedin automated incident reporting, made man-
agement data easily accessible, identified bottlenecks and con-
straints within the customer care operations, identified service
failures, encouraged a culture of accountability through auto-
mated escalation processes and proper SLA management.

= The Citizen’s engagement improved continuous communica-
tion between ward councillors and community members. This
intervention resulted in councillors responding timeously to
citizen’s concerns.

= The Indigent application enabled the participant municipality
to verify applicant’s information, confirm if each application
meets the set criteria so as to make informed decisions regard-
ing the indigent status.

Reflection and Learning

It is critically important to try to understand the operations of
the municipality before we provide solutions.
(GSP Technical Advisor)

Three success factors have been identified:

= Understanding of the municipality’s operations

= Identification and availability of key stakeholders
= focus on citizens” needs

It was also noted that time taken to implement the project might
have be shorter if key stakeholders were identified in the initial
stages of the project. This would have allowed for the solution to
be aligned to their business’s needs from the start.

The importance of considering the citizens’ needs when looking
for possible solutions emerged as a key lever for impact.
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