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Members Enquiries

Update for Scrutiny Committee
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Introduction

T

» In December, we attended Scrutiny to introduce a proposed approach for a new
Members Enquiry process based on developing an application that could be used by
both Members and Services to streamline the process and make it much more
transparent and performance led.

« It was made clear that we needed to engage further with the Members who had put
themselves forward to work with us in the “co-design” of this process and also that we
must have a process that;

v'"Works for Members however they choose to initiate an enquiry;
v'Does not force members to use an “app” to raise an enquiry;

« We have worked with our co-design Members and Services to further develop the
proposition and now wish to present to Scrutiny the revised approach, catering for all
channels and also to share the proposed implementation and training plan
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New Members Enquiries Process
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[ *A choice of channels to help you find what you need — status updates in the app, email notifications on progress and a dedicated contact point. ]
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New Members Enquiries Process — Demonstration Video
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Training Approach| High-Level Training Requirements

Members (including PAs for Group Leaders) getions:

» There will be technical specialists to
= Understand overall process support delivery of initial training.
= Understand scope and how to manage enquiries that are > There will be a mechanism for

out of scope ongoing technical support (DaTs).
. » There will be a mechanism for
= How to access from any device ongoing process / app guidance
(CXC).

= How to raise and track enquiries
» There will be a period of Testing

= How to personalise views where training materials will be

tested as well as the application and

= How to access and use dashboards I es.
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Training Approach| Overview

Diverse group = Bespoke and flexible
=  Extended period of training may be necessary
= (Clear and robust approach for ongoing support
Digital confidence is low for some =  Face to face learning environment
= 121 coaching support

=  Hints & Tips built into the app to facilitate ease of use

Concerns around loss of direct = All training/ communications to reflect overall process reiterating points of
communication with council officers contact

=  Focus on the benefits of overall process and how the app will facilitate
achievement of those benefits
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Implementation & Training Approach| Delivery (Proposed Go-Live Plan)
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