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Revolutionizing Citizen Engagement for Christchurch City Council

Christchurch

City Council ¥

with SAP & DXC Technology

“The digital interface
we have for citizen
interactions has
enhanced engagement
and improved service
delivery. It has helped
us simplify our internal
processes, and
enabled us to deliver
better outcomes and
experiences for our
citizens.”

Dana Burnett, My Council
Program Manager,
Christchurch City Council

Christchurch City Council needed to improve the quality of the interactions and outcomes citizens
were experiencing when seeking Council assistance. The challenge was to vastly improve the
overall user experience, reduce complexity and automate the manual processes that governed the
workflow around providing feedback, receiving requests, issuing work orders, and dispatching field-
service teams.

Leveraging the Cloud and SAP Customer Experience solutions, a new digital interface and request
management platform was introduced, allowing citizens to easily and quickly engage with the
Council; and for the Council to act on these interactions through simplified, end-to-end digitized
processes.

This solution has enabled Christchurch City Council to transform the way it delivers 46 public
services. It now offers a tailored, omnichannel experience for its 380,000 citizens, which has
modernised every day interactions, reduced barriers for citizens accessing services, and providing
choice in how citizens chose to interact.
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AP Partner Information

— DXC Technology

As development partner for the Citizen Engagement Accelerator, DXC Technology was the logical
choice to partner with SAP for the implementation of the Christchurch City Council solution.

We were delighted to lead the design and implementation of this transformational digital solution.
| congratulate Christchurch City Council for recognising the benefits that accrue to residents
when core service requests are digitized. It is fundamental to providing improved citizen
experiences, and is a key factor in furthering citizen engagement and trust in the Council at a
time when many Christchurch residents are still negotiating the debilitating effects of the
earthquakes and the subsequent rebuilding of their city. It was a privilege to deliver a solution
that offers real, measurable improvement in the everyday social infrastructure of the city.

Tim West, Global SAP Hybris Practice Leader, DXC Technology
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Business Challenge & Objectives

The devastating damage wrought by the 2010 and 2011 Christchurch earthquakes left a significant strain on the
local Christchurch economy, spurring Christchurch City Council to look for better public value for their
ratepayers and improve the service experience for citizens. To work towards making Christchurch a modern,
mobile and innovative city, one of its first initiatives was to address feedback from its citizens that h|gh||ghted a
need for Council to improve interactions and service delivery. The key challenges to overcome were:

Service request fulfillment relied on significant manual processing, built around an existing request
management system that was outdated and no longer extendable to provide self-service and business
insight

The lack of centralized customer data management for request management and feedback meant that
citizens had no visibility of their interactions with the Council and it had no single view of customer
information for request services

The primary objectives of this project were to harness new technologies such as APIs, the Cloud and Geographic Information
Systems (GIS) in order to:

Provide visibility to citizens of their request service interactions with the Council

Produce a single view for customer services of citizen information of request services for to ensure a consistent service
Improve the ease and choices citizens have when they report an issue or request service from the Council

Reduce callbacks and provide one platform for all request services and citizen complaints.

Have a better ability to monitor service performance across the Council
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Project / Use Case Detalls

s
Christchurch City Council identified 46 public services to transform into an omni-channel

experience. Among these were services for rubbish collection, wheelie bin requests, graffiti
removal and water connections.

Using SAP Cloud Platform and the SAP C/4HANA suite, the key components of this solution were:

Citizen Engagement Accelerator - A citizen portal enabling citizens to quickly and easily
interact with the Council via web or mobile when submitting service request or paying bills

Service Cloud - Enabling Council to automate the processing of requests and giving it a
centralized view of customer interactions regardless of channel

Integrations - The Council utilizes many legacy systems that needed to remain and integrate
with the new solution. The strategy was to follow an ‘API first’ approach by exposing and
consuming APIls, allowing for a seamless integration between old and new

Geospatial Information System (GIS) - Integration with the Council’s GIS allows tickets to be
pinned to a specific location. Not only does this provide valuable business insights, it reduces
the number of call backs by employees to confirm locations and also ensures tickets are routed
through to the correct business unit first time
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Project / Use Case Detalls

B
Process Improvement

Prior to implementation of the solution, many processes were unnecessarily complex and
services, such as ordering a new bin, were paper based and could take weeks to fulfill. By
conducting end-to-end service design, these processes were simplified and standardized
dramatically. The citizen experience was at the forefront of the re-design, however the
outcome has also significantly improved efficiencies for both in-house and field staff.

Former process for exchanging a bin New process for exchanging a bin




Benefits and OQutcomes

Business / Social IT Human Empowerment
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N
e Deployment

Y ——— Date of Deployment or POC: | 19 September 2018

Number of live users: 30,000+

SAP Technologies Used.:

Product State
Citizen Engagement Accelerator Live
Cloud for Service Live
Cloud Platform Integration Live
S/4AHANA POC

Server Processor: | Intel(R) Xeon(R) CPU E5-2640 v3 @ 2.60GHz

Linux Distribution: | CentOS Linux 7 (Core) (kernel 3.10.0-862.9.1.el7.x86_64)
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I
e Emerging Technologies and Use Cases

\ The following Emerging Technologies and use-cases are part of the project and describe the
contribution

]

1. | APl Economy / Integrate the Intelligent Yes Integration of various systems (legacy and new) through APIs
Enterprise streamlined ‘straight through’ processing, sped up service
delivery, and reduced the cost to serve each transaction. The
integrated data sets enabled the customer to gain intelligence
about their service delivery and operations, exposing unique
opportunities to target services — such as being able to
pinpoint the location of specific graffiti offenders by associating
images of their styles and geolocating their offences to identify
patterns

2. | Cloud Native / Event Based Architectures Yes The use of cloud native applications shortened the
implementation of the project and provided a model that has
enabled Council to continue to deliver improvements to the
citizen experience with ease.

3. | Extending the digital core with SAP CP / Yes The SAP Cloud Platform was leveraged to extend the digital
ABAP in SAP CP core with the capabilities of C4S to enable end-to-end
business processing of service requests from multiple digital
channels.
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