Report it

WESTMINSTER



Agenda

* Welcome & Introductions
= Note on recording & images
= Report It — journey so far

= Demo — have a go!



Last 6 months
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Mapping improvements

Dockless Bikes journey improvement
EV Charging journey added

Report It stakeholder page created
TFL categories added to Fix My Street
New Landing Page

Google Search implemented

New Noise journey (Live 1st November)



1. Mapping improvements

City of
Westminster

Report your problem

> Click the map or drag the pin to adjust the location

Q  Orsearch for a different location
Category

O Abandoned bike

O Abandoned hire bicycles/e-scooters
O Abandoned vehicles

O Animal Nuisance

O Busking and Street performance

O Drains

O Engine idling

O Flytipping

O Graffiti and flyposting
O Illegal parking

O Parks/landscapes

O Road or pavement damage
O Safety fences and barriers

O Signs and bollards
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"My friends all have mobile phones and | encourage
them to report things... but they still send me photos

and ask me to report for them, as they find it too
difficult.” - Resident




2. Dockless bike journey
improvements

« Westminster only deals with hire bikes APandoned electric hire
or scooters causing dangerous bike or e-scooter
ObStrUCtion On the highway How to report nuisance hire bikes or e-scooters that are parked in

Westminster.

* Previously you could only report to
Westminster City Council, but we were

Page contents
unable to manage other types of reinsaceciesico Ranorting an electric hire bike or e-scooter
re po rts lea d I n g to fru Stratl O n th at Human Forest Bikes are required to be parked in our designated bays & and operators will monitor this to ensure that they are.
. . S fyou do find a bike that is causing a nuisanc ontact operators in the first instance.
Issues Were nOt bel ng ma naged _I_T_C lrcc lce-wg;-'c_u. obstructions need immediate attention, please use our Report it tool.

quickly
. . . . Human Forest
b We CO_O rd I n ated Wlth th e h I re bl ke Visit the Human Forest website ' or email cs@humanforest.co.uks

companies to give details to contact
them directly, unless the issue causes
a dangerous obstruction

Lime

Visit the Lime website 2 or email london-ops@li.mes

Tier

Visit the Tier website ' or email support@tier.apps




3. EV Charging journey added

.. . Electric vehicle chargin
« Although this information was pointl ven gIng

p reVi O U S ly 0 n th e We bSite, it Wa S How to report a fault with an electric vehicle charging point.
difficult to find

* Those who wanted to report issues o o
with EV charging points were often eportingateult
CO m i n g to th e re po rt it p a ge ;:--.:.L.:;g“m.l :U-; :": I '.U::lu.: t faults are properly logged and tracked all the way to resolutior @ ]

* We added a link from the Report It
landing page to direct to this
information so it was easier to find for
Reporters

Ubitricity

dential lamp column charge point

Source London

Operator of fast charge points within Westminster.




4. Report It stakeholder page

, Cityof dar i " i e "
ﬁ- Westminsier Residents E MyWestminster accounts n

'Repo'rt it * We wanted to make sure the work we
Have your sayon haw are doing on Report It is transparent
i e O and accessible to all that use the
® ® ¢ service
2 AN
What we are trying to achieve e We created a Webpage to keep

Ale want to deliver an outst service th

R |L sta keholders up to date on What we
s ol e el i s a7, Iniesses- ahi el doing toim prove your services

* Our email allows anyone to sign up to
updates or take part in user research
for the tool




5. TFL categories added to Fix My

Street

» Often reporters came to the
tool wanting to report an
issue that wasona TFL
route; they were restricted
from doing this

By utilising Fix My Streets
partnership with TFL, we
have added the TFL layer to
our mapping solution so
reporters can send issues to
TFL directly

"[The subway] is with TfL but
they've got a contract with the
council to maintain it. I've got
the patience to get my head
round it but most others
[don't]. All they know is it gets

flooded every time it rains.” -
Resident




6. New Landing Page

Report It

Let us know about any street problems in Westminster, such as fly
tipping, potholes, abandoned vehicles or graffiti.

* The Report It landing page was
confusing to navigate with no logical

order or quick search
Most reported
 We added a search function to find ’

your issue quickly

» Noise

* We added quick links for most
frequently reported ABCDEES

« We added an Ato Z as an additional (2]
option to find the correct category

» Animal or dog nuisance
I fly

Fly tipping
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Graffiti and flyposting n




7. Google Search Implemented

Google

Google Search

I'm Feeling Lucky
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* The Report It work indicated

that people generally found
it difficult to find what they
needed on the Westminster
City Council website

The search function was not
intuitive, and users often did
not find it useful

We replaced the search site
wide with Google; users
should now find it easier to
navigate the Council
website, whatever they are
looking for



8. New Noise journey

* Noise issues were often complex to Report a noise problem
report With no transparency as to hOW To report noise, you will need to provide your location and contact details. This will help our officers assess the noise
the Cou nCil dea IS With issues and no SLA We never share your personal details with anyone outside of the council. This includes the person making the noise.

given

» We have been working with the service How to make your report
area to re-design how the council eneed oo

1 1 * Where you were/are when you heard the noise

responds to n0|se Issues * The oc’alianofwhcrc the noise is coming from

* What the noise is or sounds like

* Your contact details

» As of early November, a new intuitive
form will be available to support a new a1 share evidence?
service delivery that includes quicker You do ot need to share any evidence of thenofe, such as avideo o udio recording, This s because an aficr ncds t witness the nofse themselvs,
responses to high priority noise and Help and advice
clarity on how the council manages heretsmere plomatonenouruessii dboutnese preslems

* The noise complaints we can or can’t deal with

I SS u es » What happens after | make a noise complaint

Qur officers need to witness the noise to be able to make an assessment. This is why we need to know where you heard the noise and your contact details.




What happens next?

* The new noise journey is launching early November

* We are working on productionising the chatbot you will shortly get to test; this will be released in
the early new year for Waste

* Anew Waste form will go alongside the chatbot, for those who prefer to use traditional reporting
methods

* We are reviewing communications and what improvements we can make quickly

* We will be continually testing our new feedback with users, so your support and engagement on
this would be most welcome
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Key E THE . WHAT TO . POTENTIAL  SOLUTION
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Working with our services

The team have been working with WCC services to re-design the future Report It solution. The work you
seeis a collaboration between the Report It team and the services you engage with day to day when
you interact with the council.




Demonstration of a new way to
report issues

What would you like to report? S C AN M I

i)

]
Upload photo
We'll predict your problem

Reports with photos get fixed quicker

Popular suggestions:

7 Y N X
| Graffiti & flyposting ) | Street cleaning | | Signs & bollards )
L P s
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