North Yorkshire

County Council

Customer

Corporate& Partnerships Overview & Scrutiny Committee



North Yorkshire

County Council

Covid



Portal usage and call demand
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Inbound Campaign — ftom 8
All calls where COVID 19 is the primary need

Data from 07-22 April COVID 19 contact
outcomes
Top 5 demands 296 direct to
600 web/ call
transfer

500
400
300
40% Provided 58% Service
200 information and request
advice made
100
. H H =

Food Prescription Universal + Already has Not
shopping collection support  received
food parcel

1300 contacts
752 service requests

mservice request W advice and information

Since 7 April food shopping and prescription collection

have remained the top two customer needs 519 information provided
23 call transfers
_ North Yorkshire
6 directed to web =4 County Council
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Outbound Campaign

Social Care started outbound calls 18t April 2020

Data from 7" April — 19™ April. Social Care were unable to speak to 29% on week
commencing 7% April and 32% on week commencing 13" April. Of people we contacted
we provided additional support as below

7th =12t April — 726 13th - 19th April -
contacts Contacts 769

m Provided
Information

m Provided
information

® Service Request m Service Request

-’\ North Yorkshire

"/ County Council
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Service Request entry points

Item 8

Stronger Sggrlgl
Communitie
s Team
District Living
Customer Well
Services D) Team
2 38
29
W c ¢ NHS
olP e - \Volunteer
other \ . I S
health Universa :
U+ District Goadsam
. S portal
Ind|V|duaI / Wee
Auxiliary
/Fam|ly teams
member
Out of Ready for
Hours Anything
calls Volunteer
Shielded Contracte
Letter EDT d VCS U+
holder Providers
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Item 8

Covid 19 — Social Isolation Access to
Support

NYCC

Tier 1

Community Support Organisations (CSO) —
Weekdays

Task can be fulfilled by a
volunteer without direct or
contact with the person Universal plus - Weekends & Bank Holidays

(standby mon to fri if demand exceeds CSO
Task cannot be fulfilled by volunteer capacity)

Task requires entry to a persons home
or is too complex for a volunteer eg: _
CRC Front telephone/web chat for mental health Tier 2

Door support, anxiety issues, financial support Living Well Service

Triage referral cic

Task is suitable for a volunteer

Person has care package or urgent care
need

OFFICIAL - SENSITIVE



CSC Live Services Oct 20

Covid-19 Outbreak Management not including education settings
A total of 20 calls received during the 5 week period 28 September to 1 November

® reporting a case

® Info provided /
direct to web

8
7
6
5
4
3
2
1
0

Care providers,  Tourism,
care homes hospitality,
leisure

Workplace Communal

accommodation

@]
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Item 8

Number of cases reported each week:

week 1 (28 Sept- 4 Oct) 3
week 2 (5-11 Oct) 2

week 3 (12-18 Oct) 2
week 4 (19-25 Oct) 2
week 5 (26 Oct-1 Nov) 5

Outbreak management calls received reporting cases
and information provided

= Care providers, care
homes
= Work place

= Tourism, hospitality,
leisure
Communal
accommodation




CSC Live Services Oct 20
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Covid-19 Outbreak Management — Educational settings

Weekly cases reported via telephone and online portal

28 Sept-04 Oct  05-11 Oct 12-18 Oct 19-25 Oct 26 Oct-01 Nov

35

30

25

20

15

ds

o

ol

o

m Reporting first case via telephone ® Reporting additional cases/ further info

m Complext queries passed to PH Setting directed online / info provided

m First case reported via portal

The CSC went live with reporting Covid-19 cases
from education settings on 28 Sept.

The online portal went live 8 Oct on the CYPS Info
site. This enabled settings to report their first case
without calling the CSC. This route is only for
reporting first cases and when a setting does not
need further support.

If a setting reports their first case (via telephone or
the online portal) the information is passed from
frontline to the service delivery team. This is
uploaded to Dynamics for the public health team to
access.

Settings can also contact Public Health directly via
email so not all cases are reported via CSC.

OFFICIAL - SENSITIVE
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uy local | B.. .
buylocal s Z]Iov uk D < 2
North Yorkshire E
Buy Local

'.’ S Support the local
economy in its recovery from
CovID-19

Buy Local: Helping you find businesses
and tradespeople across North Yorkshire, |

View all businesses here.

Find local. Buy local

Find local businesses or services in
your area.

North Yorkshire Buy Local

l

tt
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Core/Basic Site launched 10t April, with
Improvements applied based on customer and
business feedback, inline with expanding use
8500 individual users have used the site, 71,568
times
822 Business entries with range of services
including;

 Accommodation

* Food Suppliers

« Getting around

* Professional Services

* Property Services

* Retall

Product built based on NYConnect directory

@ North Yorkshire
V County Council

ps;//buylocal.northyorks.gov.uk/
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Website Overview October 2020

1,498,691 — up 250,211 (+20%) on October 2019

74,994 (5%) visits to the homepage
29,989 (2%) using the site search

Top 10 areas by visits — October 2020 September 2020

Latest coronavirus news
Coronavirus landing area
Coronavirus — data

Jobs and careers

Coronavirus — current restrictions
Coronavirus — all testing information
School term and holiday dates

My Account

Libraries

School admissions

105,371 Latest coronavirus news

46,586  Jobs and careers

40,081 Coronavirus — testing sites

37,443  Coronavirus landing area

28,463 School term and holiday dates
21,320 Coronavirus — all testing information
18,865 My Account

17,966  Coronavirus — NYLRF "act now" news
16,573  School admissions

13,201 Roadworks and road closures

OFFICIAL - SENSITIVE
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74,878
41,817
39,324
34,161
20,405
18,827
17,586
14,943
12,336
11,773

r@\ North Yorkshire

5/4 County Council
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oclal media — October 2020

Social media reach

Number of times messages seen
Number of time videos viewed

3,085,873
216,703

Follower increase across channels 1,737

b North Yorkshire County Council LU
& 8,505 followers

ade
We are asking farmers and drivers of construction vehicles to think responsibly

about keeping the roads clear of mud. Those who deposit mud are potentially liable
for a range of offences.

& “Every year we face problems with mud and other debris deposited on our
roads. We recognise that most farmers and operators of construction vehicles act

responsibly, but unfortunately there are some that break the law.”

Read more: https://Inkd.in/didACKb

© 16 - 2 Comments

’ North Yorkshire CC & 000
@northyorkscc

®-'The situation in #NorthYorkshire is really hanging
by a thread. So we are asking people today, to now
more than ever, act now to save lives, to protect jobs
and to keep school and businesses open."

Richard Webb, Director of Health & Adult services,
gives an update on #Covid.

2:15 PM - Oct 28, 2020 - Hootsuite Inc.

il View Tweet activity

34 Retweets 9 Quote Tweets 42 Likes
OFFICIAL - SENSITIVE
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mentalheatthorguk [l O JECIEIEN

Saturday 10% X e northyorkscc This World Mental
October is... Health Day ask how somebody is and
then ask again.

1 in 4 people will experience a mental
health problem and the little things
can make a big difference - a call, a
text, a socially distanced walk. Don't
leave it someone else as you could
save a life.

Find information and tips on how to
help your own mental health or
support a friend, family member or
colleague on the NHS Every Mind
Matters website.

HEALTH DAY

oQv N

2\0 26 @ Liked by picturesq and 55 others
Add a comment...
North Yorkshire County Council e
Published by Hootsuite [?] - 12 October - §

Remember to use a face covering in shaps or an public transport.
We would also ask that you do so in crowded outside areas.

Help prevent the spread of #coronavirus in #NorthYorkshire and beyond. .
See more

Q©umeane | STAYSAFE | g

IN NORTH YORKSHIRE Test and Trace

Use a face covering

in crowded
outside areas

Play your part: if you have symptoms of Covid-19, self-isolate and book a test
www.northyorks.gov.uk/TestandTrace

nre
People reached Engagements po
Os = 4 comments 61 shares
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Customer Portal Usage in October 2020

Q 2,924 new account registrations in October (2019 avg. 2,906)

Q Total to 83,772 customer accounts by the end of October

Q 3,734 service requests made in October (2019 avg. 4,161), 3,146 of these by registered users

o 1,022 new subscriptions to marketing emails in October, which is 34.9% of all registrations.

o On average customers submitted 1.52 repeat service requests each (1.45 in September)

Online Service Requests Account Registrations

=14

M 3472 T

lan-20  Feb-20 Mar-20 Apr-20 May-20 Jun-20  Jul-20  Avg-20 Sep-20 Oc-20 Jan-20  Feb-20 Mar-20 Apr-200 May-20 Jun-20  Jul-20  Aug-20 Sep-20 Oct-20

Lid

]

—
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Oumeme October 20 Portal KPI Summary

Monthly Performance Month in Review

| 80.5%% Births | B5.01%
Blug Badge | Blue Badgs |
Bus Pass - Disabled Perzons | 75454 Bus Pass - Dizabled Persons ' TLETH
Eue P3z< - r Parsnns - - [
Bus Pass - Clder Persan: | Bus Pass - Older Persons | BTSTH
Carars Emergency Card [N, 0. .
SRR Emergeng) f Carers Emergency Card [ NN | '
Deaths [N ::.:2%
| Dezths [ ::0%
Financizl Azseszments NN :0.00) o
__ Jr Finzncia Assessments [ 701% |
Flooding | LED%
E T Flooding | 30.30%
Footways | 71.05%
- R rootways NN s .7:v
Freedom of Information Requests ) o
S I Freedom of Information Requests
Grit Bins | 3117%
HWRLC | RLC |
; , . Marrianes ST 1%
fzrmizgss B854 \armiages | BET1%
Pothle j T Pothciz [ = 2:% |
Soreening Too Acresning Too L21%
Strestlights | B1.09% Streetights | 77.4T%

Tree, Veg and Grass 30414 Tree, Veg and Grass I | 22.42%

honthly Performance hionth in Raview

MA002020 3111042020 01102018 3110/2015
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Morth Yorkshire

Catry Courdi D|g ital Demand October

Total Requests by Channel Mame

:' .
AL LTS Select Date

4k, 1734
Information
Request

o110y 2020 311072020

LService Request

KPRl Mams

By ] 1 1

]
[ gl i
Wak Viice | E-Mail In Webchat FacezFace Fail In Overall Digital Trend
KPl Mame ‘Web Requests Mon-Web Total Requests  Digital % 100%
Requests -
HWRC 730 1 731 95.36%
Blue Badge 834 4 833 99.52% ap
Highways - Other (Prev HFR) 183 1 159 99.50%
Screening Tool 43 1 44 oT.73%
Freedom of Information Reguests 26 1 27 96.30%
Bus Pass - Older Persons 208 12 24 04.57% G0%
Grit Bins 5 1 & 83.33%
Streetlights 46 o7 513 81.09%
Births 440 106 46 30.59% -
Bus Pass - Disabled Persons 36 28 114 FET -G
Pothole 128 52 180 T1.11%
Footways 108 -z 132 71.05%
Marriages 4= 19 63 EDB4%  opa
Financial Assessments 30 15 45 EE.ET%
Carers Emergency Card 57 37 a4 e0.e4%
Flooding 152 178 330 46.06%
Tree, Vieg and Grass &0 123 203 4% 0 ™ o s - A o - = - - =
Deaths 148 408 556 2662%  oF i o W 8 o o e gff @ i o e gl " el

Total 3734 1113 4847 T7.04%



Item 8

Top 10 Service Requests CSC
0 200 400 600 800 1000 1200 1400 1600

Adult Social Care - New referral | 1456
child Social care - New referral [ NNl 1083
Property Services | so04
Adult Social Care - Contact on existing referral [ N GgQN NG soo
Registrars - Book a ceremony [N 531
Adult Social Care - DoLS [N so:
Child Social Care - Contact on existing referral [ | N QN R 431
Registrars - Book a Death || N DN ;o5

Registrars - Book a Birth [l 106

BES Roads - Obstruction and desposits mud or debris [l 91

North Yorkshire

\"2)¥ County Council
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CSC - Frontline

Frontline Calls Offered Frontline Avreage Speed of Answer
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CSC - Social Care

Social Care Calls Offered Social Care Avreage Speed of Answer
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Birth Registrations Comms and Demand — May/June ""®
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Birth date restriction

Birth Reg appointment
booking opens via CRC
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CS Blue Badge

Adult Social Care - General Service

Child Social Care - General Service

Disabled bus pass new application

Adult Social Care - Contact on existing referral

Registrars - Book a Ceremony

Older person bus pass new application

Child Social Care - Contact on existing referral

BES Waste - Accepted waste

BES Waste - Registering vehicle

o

=
N
o

179

i
[e2]
(&)

N
~

259

s
\l
o

N
)]
w

Top 10 Information and Advice Calls

1000

990

OFFICIAL - SENSITIVE
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2000
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Item 8

3000 3500
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2867

North Yorkshire
County Council



B | u e B ad g e S u rvey When you had the information after speaking em

to us did you go and apply or renew online?

Did you try and find the information on our 0

website 100

100
90
80
70
60
50
40
30
20
10

80

60

40

20

No

mRenewal ® New Application

Yes

mRenewal ®mNew Application

Popular answers as to why they didn’t go online:

If not why not:

Don’t have a computer/not online or don’t have the computer
My mother would never have been able to apply for a Blue skills —

Badge without someone like me who is computer savvy. Could do it online but struggled uploading/attaching the
documents

Could do it online but system issues (our end, e.g. payment

roblems or address not recognised h >
prob 9 ) @ North Yorkshire
Easier over the phone County Council

| wasn't quite sure of the questions

No as not clear about hidden disability especially when
have some mobility issues as well | can't recall.

We do not do online. We prefer the old method.
OFFICIAL - SENSITIVE



Contact Us

e 5642 contact us forms
received to date (launch : 7T T | — T
Dec 19) [ i Conactus byvetchat

What area of health and

« Service includes the B ® 0o online

Before you contact us, take a look at our
onling senvices:

ablllty to raise i e se———— Sk v o
complaint, question or S— o
comment : -
« Promotes various S
options for accessing
Information about the
service, including key

online options

m North Yorkshire
E@, County Council
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Gov Notify

Gov notify is a capabillity that has been set up
by the Gov.uk to support Local Authorities

O 94852%

< NYcC Qi

During Covid this was used to manage timely L

SO LK senioes CON. LIK Moty

communications, acrossS numerous services e P

messages and letters to

InCIUding; your users
 Shielding and CEV contacts S

test result, we need to know where
you've been recently and who you've

« Care Homes Surveys- recording positive ———— ElE
numbers and info on PPE T il us on 01605 781 761 and quote

- Key worker school transport o ;

 NYCC Messages to hard to reach ¢ o o«
workforce

* Mortuary capacity monitoring & Couriy Gouni

OFFICIAL - SENSITIVE
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Active Travel Form

Morth Yorkshire | -
@C«:;r,tuxa Mernu = ‘

Suggest a walking or cycling scheme

sk B TR « Form to create suggestions for social distancing
Improvements for the Emergency Active Travel Fund
Bid

* 440 Suggestions received

'@u\ North Yorkshire

4 County Council
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NY Connect

NYConnect updated to enable
Voluntary services to Include
details about what support they

were offering during Covid
Pandemic

Categories based on  what
customers were asking for

support with created to enable
better search experience

OFFICIAL - SENSITIVE

North Yorkshire =k
Connect S

&) .
Fmy® Coronavirus
support

Find volunteer groups and other services
offering_coronavirus support here

Find. Connect

Find local groups, services, or
activities in your area

d O O

ltem 8

'M«l\ North Yorkshire

County Council



Residents’ parking permits online form

‘A i 7:01 o

[u;;(c)\\_ North Yorkshire

vi24 County Council Menu — ‘

Apply for a parking permit

Check whether you are
eligible for a resident or
visitor parking permit

You can use this form to find out if you
may be eligible for a resident or visitor
parking permit. If you are eligible you can
continue to apply and pay online. The
cost of residential permits and the
number of visitor permits you can
purchase depends on your local scheme.

Applications for parking permits must

be made by the resident.
[ ]

If you are eligible for a permit, you'll need

ltem 8

850 parking permits issued during 2020.

Existing process is a manual spreadsheet / paper based process
which is time and resource intensive, and costly for the council.
Process has been transformed into a fully automated online service
with a small number of exceptions and 10% checks administered by
CRC.

Core capabilities:

* Integrated payment — multiple permits of different types can be
purchased in a single transaction where eligibility allows.

* Print integration — existing print integration has been developed
to include more than one output — two different permit types with
different data outputs.

« DVLA vehicle enquiry APl — new functionality which returns
vehicle details based on registration number entered.

« Lagan integration developed to ensure the maximum number of
permits cannot be exceeded per resident and per household.

Go live 1 December 2020.
Change of vehicle online form to be developed for January 2021.
North Yorkshire

E = , County Council
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Chat-bot development

s x e a— VE WETE able to stand up 2 chatbot’s to ease
Bk ool aaneis R s @ | demand of frequent questions from those most
| S o critical call taking staff.

Coronavirus advice and Councillors, committees and Council information
information meetings

Find out about the role a
Information about service Find out about your councillors structure of the council, 9
disruption and how we're helping and their work, council meetings, constitution, parish and t4

or information about
4 : : + y
oot R Py I Between them, they’ve responded to over
involved in decision making. ik .
= 5000 guestions from the members of the
Consultations North Yorkshire Rural Local transport plan .
o oes that answer your question?
Give us your views and get Commission The government requiresgl p u b I I C
es

involved with the decisions we The North Yorkshire Rural publish plans for maintai
make to help us spend public Commission is a panel of improving all aspects of Il
money wisely and deliver services independent experts aiming to transport over a five year

you expect from us. save some of the most rural

e s The bot uses artificial intelligence and learns
Elections Fraud investigation and NY Now H When It prOVIdeS a response a.n |nCOrreCt

Find information about candidates, W4gh|5tleblowm Read and sign up to our

election results, division maps, We consider any allegations of to keep you up to date wiflkcoun

response

* It's received really positive comments from
the public as it provides an instant response
without needing people to walit.

’\ North Yorkshire
County Council
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CSC Live Services October 2020

Chat Bot, Contact Us & Web Chat

« Overall all contacts were down in October
« The peak on 12t October on Chat Bot seems to tie in with the PM ‘s announcements of tiers with
guestions starting about what tier NY is in

Web Chat, Contact Us & ChatBot
180
160
140
120
100
80
60
40
20
0
1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th 31st
Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct Oct h =
‘43 North Yorkshire
—=@-\\/eb Chat 20 ==@=Contact Us Chat Bot : "COunty COUﬂC”
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CSC Live Services August 20

Chat Bot trends August 2020

Chat bot trends August
120
100
80
60
40 I I
5]
; [T | LTI | | o e
\$Q~O K& (5&% & Qoé s & &
& S NS o 3 g A RN
Otb RS \) Q,Q) \S{b 0\) 0@
< v < O & 2 &
O 5° %60
) X
Q\Q
S
m1-9 August m10-16 August 17-23 August 24-31 August

* There was an increase in HWRC opening times queries over the
Bank Holiday weekend to 34 compared to just 6 the weekend
before.

» School uniform queries saw a decrease in the last 2 weeks
of August.

» School transport queries naturally increased in the last week of
August. How do | apply, will | have to pay, when will | know the
arrangements, were among the queries

Chat bot remains dominated by HWRC queries.
« Opening times/book a slot and accepted waste are still the top 2 trends

« Changes are to be made to the website to ensure the information is easier
to find for the customer. e.g. adding the opening times to the top of the main
HWRC. This should return a successful result for the customer first time
when using Chat Bot.

« Moving forward this can be applied to more service areas to close the

current information gaps * other — permits/passes
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Accessibility legislation

« The accessibility law requires all public sector apps, websites and intranets to aim to
meet the WCAG2.1 AA standard.

« |t also requires us to publish an accessibility statement setting out if it has been met
or not and, if not, why. We also have to include when and how it will be met in the

future as well as how people can get non-accessible material in other formats in the
meantime.

« This is to ensure we do not discriminate against anyone trying to use our services
who has a disability. However it also makes websites easier to use for everyone.

« This law covers all public sector websites, apps, portals online forms and functionality
within them.

« |t applies to all page content (such as text, videos, mapping content, images and
PDFs) as well as the background code and design of the site.

75O\ North Yorkshire
34 County Council
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https://www.w3.org/TR/WCAG21/

Sitemorse reports
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« Compliance at AAA standard has significantly increased from 56% to 90% of pages
which is particularly difficult to achieve.

« Compliance at AA standard has increased slightly from 89% to 90% of pages.
» Overall accessibility score of 6/10 has been maintained.

’\ North Yorkshire
County Council
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Socitm (Silktide) report

* Latest report ran on 23 September 2020 and assessed 125 pages.

Accessibility overview

North Yorkshire County Council

ACCESSIBILITY SCORE

85

Great

COMPLIANCE

Level A
] 89.8%

Level AA
] 84.3%

Level AAA
] 73%

These measure compliance against the WCAG 2.1
standard. What does this mean?
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Questions

Robert Ling
Assistant Director Technology and Change

North Yorkshire County Council
County Hall

Northallerton

DL7 8AD

Twitter @ling_robert
Telephone: 01609 53 3476
Email: Robert.ling@northyorks.gov.uk
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