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Tomorrow's public services
— raising the bar

Themes

2.
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Shift towards co-production of information and
services

Citizens ‘at the heart’ of new service designs
New boundaries and freedoms for information
Emerging role of social media
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Tomorrow’s public services
— do we have a vision?
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The Council of the Future™

Digital access to end to end services
Customer service staff use same system for
mediated access

Maximise information held and managed digitally
Staff and resources used better — mobile, flexible
working

From ‘citizen-centred’ to ‘citizens at the heart’ of
service and accountability
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Tomorrow's public services

Channel shift -> ‘digital switchover’

» Digital Britain - simple, commoditised, transactional
services
* OK, but need for a more sophisticated view:
- service needs/complexity
- preferences/willingness of citizens to participate
 Implications for service design, information handling,
communications channels and technology mix
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Service needs/complexity
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Preferences/willingness of citizens to participate
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Co-production — challenges

* Intensifying and systematising co-production of
services by citizens and other users

 Getting to and gaining permission to be included
Into the centre of where citizens want to do more

 Improving awareness of what co-production is
taking place

« Sharing know-how about how to support co-
production

* ‘Doing the stuff’ of co-production!

H www.socitm.net



socitm

Co-production — creating
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forebyggelse

+ Behandiing

Principle — “empowering health workers and patients to

be creative with information”

e.g. www.sundhed.dk www.patientsknowbest.com

Opening up access and communications for

patients to:
their records

- doctors
- consultants
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Information — treatments, care, etc
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A SECURE WER SITE YOU GGNTRGL WORK WITH THE PEGPLE WHO CARE ABOLIT YOUR INPROVE YOUR HEALTH
HEALTH

Inside the NHS
secure network
NHS VPN
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we believe that everyone is better off when patients know best. Today, a
patient with a long-term illness benefits from more treatments than ever
befare. But this care is also delivered by more specialists, more

specialised, than ever before,

clinicians need the patient to know what happened with all ather
specialists to reduce errors and raise quality. And the patient needs to
work efficiently with all of these doctors, nurses and relatives who are
improving the patient’s health

At PKB, we help patients to manage their health care. For UK patients,
ours is the first company to integrate into the NHS secure network to offer
safe tools to work online with clinicians,

Patients using our web site can send and receive messages securely with
their doctors and nurses, for example to ask questions about the use of
insulin. They can also send and receive health data. For example, patients
sending daily blood sugar resuits to the specialist nurse can get advice on
how to adjust their insulin doses. And access to the medical nates, like
the three-monthly Hbalc levels, allows the patient to understand their
long-term sugar control

This is how we help patients know best,

08456 586 345 Cmbon o o, o o e

ATIENTS KNOW BEST
. <? MANAGE YOUR ¥

Our technology

For patients | For clinicians
| For managers

Patients Know Best
sbout us | glog | Podeast |
Encyclopaedia

©2009 Patients Know Best
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Co-production — virtual visiting

Principle — “different ways of working, thinking
and behaving with information”

* Telesupport services connecting people in their homes to
family, friends and social care staff e.g. people with
learning difficulties, dementia and other obstacles to

iIndependence
« Gaming e.g. virtual house to train care workers in hazard

awareeness; webcam-led games to help stroke recovery
In the home
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Co-production - mapping

Principle — “working across organisational
boundaries with information”

“For the first time, it's realistic to dream of accessing info
and services across geog boundaries from the perspective
of location - we see tools like Googlemaps and FixMyStreet
make it so easy for citizens. But licensing barriers make it
difficult both for local authorities and community developers.
And as far as | am aware no-one is telling/funding
authorities to open their data/join themselves up in this
way.”
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Strategies based on customer needs

Key events and service needs Mosaic Public Sector Data
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1 Service Delivery Framework

. jiﬁ ,. B | | » 28 High-level Service Categories based on customer need
C O = p ro u Ct I O I I Sl « High, medium, low importance of access to information and service
- L]
— targeting, preventing

usage per segment
+ Preferred / most receptive channels per segment

e —

Segment-specific Service Solutions

« Strategic Priorities

« Service Offering — most relevant services per segment
s Channel Mix for Service Delivery
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Principle — “using customer insight information”

Birmingham Group F (13.3%)

‘Hyper-local’ e.g. Total Place pilot —

Diverse (large) families, but mainly from South Asian origin living in inner city
terraces

Birmingham City
* ldentify customer groups by needs

(segmentation)
« Service delivery framework e

« Sense of community

Key Descriptors

« Large families, some overcrowding

« Low qualifications

« Service sector or manufacturing jobs
« Modest incomes

« Terraced housing

« Religion important

« Multicultural communities — Pakistani, Bangladeshi
and other Asian minorities, plus Eastern Europeans,

« Telemarketing
+ Community & religion-based channels

« Segment-specific service solutions [

» Leaflets
« Newspapers
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Co-production — consulting, involving

Principle — “enhancing the democratic process
between elections”

National local e-democracy project e.g. Bristol City Council
* Citizens’ panel
» Consultations e T e

> Home

= Gouncil and democracy

* E-petitions -

J seealso

bristol.gov.uk &

[© get involved

Bristol's Citizens Panel
Citizer panels
] "
Consultation and
* viewrtinaer

Equalities - assessment
and consultation

Find out more about events planned for Local Demacracy Week 2000 - a week
Housing focus groups dedicated to explaining how local democracy works and how you can get more

Viewfinder

(g)

e-petitions

H involved
. e Ca S I | I #pply for a place at Bristol Question Time Live! which features a panel of

Bristol politicians and a senior member of the Avon & Somerset Constabulary
giving their views on your questions. Apply at

www, bristol.gov,uk/questiontime wehcasting

We're also holding a drap-in event - The Participation Vilage - with teams from
the council and other organisations with interesting ideas and ways to get you
more involved

Find out mare about Local Democracy Week 2000 2
Consultation finder

© consultation finder e spotlight on
H wWwWw.socitm.net Bristol Gity Gouncil - Open Gonsultations E Meetings and

2010-15 Draft Housing Strategy "My Home Is My Springboard for Life” = Reports

Active People

allotments User Survey G e-democracy
eristol Harm Reduction Strategy 2009-11

Festivals and Events feedback oin e for Bristor

Museum VYisitor Survey

ouestion Time Live!
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Co-production
— empowering communities

Principle — “citizens/businesses/customers at the
heart of creating and exploiting information”

Redbridge i Y

Emerging role for social media:

 Early adopters — Wave and Twitter

« Middle majority — Facebook and email
- Later adopters — simple text interface

Strengthen communities, build capacity for =
mutual support )

e.g. pledge banks for environmental
maintenance .... social care? municipedia?
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Implications for the information landscape

Are we ready for:

* new ways of creating and gathering information?

* new boundaries around what can and can’t be
done with information?

* new freedoms to access and use information?

* new methods of communicating and sharing
iInformation?

* information revolving around the citizen and
their needs?
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“YES” means we can raise the bar to:

« doing different things

* preventing and intervening early rather than
treating the consequences

* being a public servant

* going beyond self-service to positively
encouraging self-organisation and development

* being more transparent and open

« starting from a position of trust ..... and .....

e redesigning rather than simply modifying public
service delivery
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