


Digital by Default / Digital Citizen Programme

To meet the emerging digital demands and expectations of the community, the Digital
by Default or Digital Citizen project was commenced to deliver;

N

All public services in one place and through a single secure account to
manage relationships with the council

Fulfil modern citizen digital service expectations

Give citizens easy 24/7 access to services from any device or location
Leverage emerging Al technology

Stay informed and engaged with the council

Receive updates on service through to completion
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Enable end to end fulfilment in a single transaction, and digitally join up
city and regional partners

Provide assistance and facilities to citizens who can’t use digital services
to get the benefit from the new services and develop their digital aptitude
Help the council reduce costs and protect services

Release resource from administration to deliver complex citizen needs
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Game Changing Capabilities

Leveraging new tech and approaches to maximise impact

Secure Citizen Account

Secure Partner Account

Secure Staff Account

Mobile Worker Apps

‘Dash’ Digital Workflow

Single Front Door

Assisted Digital Service

Omni Channel Delivery

Artificial Intelligence Web/Tel chat
Social Media, Email, SMS intercept
Robotic Process Automation

Chat GPT Al

S

Rapid Process Builder

Digital Innovation Centre of Excellence
Catalogue of Re-usable Processes
Packaged Accelerators

Gluing Old & New Systems Together
Rich Customer Intelligence

Digital by Default Standards

Focussed Plan/Targeted Opportunities
Alignment with organisational and
community change

Future Ready for new services
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Transaction Channel Costs

Savings opportunities based on established channel costs

Types of
Transaction

Typical Cost
per
Transaction

Face to : Phone | porpy
Face Mail Back Direct
Office
Customer .
Centre I?mall Telephone
Back Office Mail Forms ;elipg]?fpe Assisted
Field 3" Party ac Ice Digital
Apps

Worker

Nearly
Digital

“Nearly
Digital”
Webform

End to End
Self Service

DxD
Standards

*Based on SOCITM Digital Transformation research from Local Government organisations
across the UK, verified and used by the Cabinet Office Digital Services, and initial organisation
transaction scan

Derby City Council



Which Front Door for which Citizen?

. Derby Direct Council House Customer Area
DCCW [
< CC Website > < USSR (HEIL ) < (Phone Call) > g)erby Direct: Front of HOUS(D

Hospital Team Social Media : Derby Direct
< MyAccount > C (ASC) > ( (Facebook & Twitter ) <Ne|ghbourhoods> < (Email)
Adult Social Care . Community Action Derby
( (Contact Support) WhOJ%Nhat SErvice ( (CAD) >
are do they
Children’s Social Care Derby Adult
? ? y
( (Ashtree) > they ) ﬁ want: ( Safeguarding Hub >
Special Educational Local Area Derby Homes Housing
Needs & Disability Coordinators (Repairs) Standards
Home to School . . School :
< i — > <Welfare Reform> <Housmg Optlons> < Admissions > < Derby Advice >
. Derby & Derbyshire Safeguarding Revenues and 2
< Complaints > ( Children Partnership > Benefits nerw%m"




Al - A New Service Reality

Leveraging new approaches to maximise impact

Digital Self Service

e Citizens Accessing
Services through Self
Service website and
accounts, receiving
progress updates, and
able to transaction
24/7/365

e Virtual Face 2 Face
consultations

Digital Talker

e Telephone Calls are

migrated to Robotic
Voice and Chat
channels that can
answer enquiries and
give help 24/7/365

* 80% of phone and

webchat calls resolved
automatically

¢ Chat GPT Revolution

Digital Worker

e Requests for service
are managed by Robot
Process Automation;
updating systems,
inputting data, making
decisions, assessments,
scheduling work and
communicating
automatically

Digital Thinker

e Based on history and
data, systems anticipate
need and behaviours
and anticipate needs
and demands

e Summary understanding
and action planning
e Autocreate solutions
and product
e Community sensory
data streams o
e Al Expert Advice and

Information Derby City Council
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Chat with

DARCIE

“Al - Digital Talker”

Darcie and Ali — Success so far

Derby City Council and Derby Homes partnered with ICS.Al

3rd April 2023 — Derby City Council launched Darcie and Derby Homes
launched Ali as web Digital Helpers!

18th May 2023 — Derby City Council and Derby Homes launched Darcie and
Ali on the contact centre telephony solution

The original business case surrounding the implementation was built around
obtaining a deflection of 21% of inbound contacts

First council in the UK to replace its main switchboard with a phone-based Al
assistant proficient in council services

Already saved initial £200,000 annual MTFP target

Continues to learn using cutting edge Al

Always remains ethical and under the control of the Council

Human always in the loop where needed on phone and coming soon on web

o

Chat with

ALl

4

Derby City Council



Current Webchat Performance — 99%

Go-Live Date - 3rd April 2023

Questions Asked - 12,600 Questions Asked - 1,636

Total Questions Asked - 14,000

Conversations - 7,000 Conversations - 960

® ®

_ Total Conversations -7,971
wrgul  Questions Out of Hours - 4,000

DARCIE

Questions Out of Hours - 661 Chat with

Number of Questions Out of Hours - 4,700 ALl

Out of Hours Percentage - 32% Out of Hours Percentage - 40%

Overall, Out of Hours Percentage - 33%
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Current Phone Performance — 45%

Go-Live Date - 18th May 2023

Questions Asked - 58,000 Questions Asked - 50,600

Total Questions Asked - 108,900

Conversations - 37,685 Conversations - 23,600

®

m a1 Conversations Out of Hours - 482

DARCIE

Total Conversations - 62,900 :
Conversations Out of Hours - 494 =% e

Number of Conversations Out of Hours - 1,270

Out of Hours Percentage - 4% Out of Hours Percentage - 5%

Overall, Out of Hours Percentage - 2%

g
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Al Opportunities - Innovation Roadmap

®

fa'i
Adult Social U U
D Care Children's : ) C Co-Pilot D
Services For Staff

Customer
§ 2 Services Q
C Use Cases spanning all themes — C

such as translation
U U nerhy?;m lllll




Al Opportunities - Innovation Roadmap

SMART CUSTOMER SERVICES SMARTGPT FOR STAFF
Enhanced by GPT Co-pllot for Staff

SMARTGPT FORADULTSERVICES SMARTGPT FOR CHILDREN SERVICES
Co-pilot for Residents Co-pilot for Residents

ICS.IY
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CUSTOMER
SERVICES

ADULT
SOCIAL CARE

Al Opportunities - Innovation Roadmap

PHASE 1 PHASE 2

PHASE 3 PHASE 4
Deeper Al Support Other Channsts
Full Automation. Emal Sociat Support Training ang
Virtuol Assistants for Support. Educution for Care
phone. livechat. Workers Pradictive Analytics for e 211000
Chisthiot Predictive Analytics Safoguarding through Work
for Sutegunrding Sutistaction
<3 faad Tralning andg EGucation ror
Support and SO NOTee Personatuwed Onboarding &
Information Traiming
Eady Intsrvantion and Prevantative
Survices
Iproved Recostment
Vitlusi Assistants 1or Processes
Cane Management
Virtual Assistants for Case
i i Streamiined Workfiows
CHILDRENS SERVICES STAFF SUPPORT

ICSIY
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Next Steps / Options

« Campaign to raise awareness and promote use of Al and Self Service help,
including using out of hours

« Expansion of Darcie and Ali (Digital Talker) across all Front Doors

« Commission Council Wide Strategic Scoping of Digital Talker, Worker, Z
Thinker and DbD to focus on MTFP Target

Chat with Chat with

 Create Art of the Possible Business Cases across Adults, Children's, Staff
DARCIE ALl
and Customer Channels

« Council wide Al Mandate and prioritised programme

« Develop and refine design approaches around collaborative development
and ethical & safe design
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Thank you!

Any
Questions?
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