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What is Quality Service?

“* Raising and maintaining service quality &
communications

* Contact is easy

* Providing services people need/like

* Provided regularly and reliably ‘as expected’

* Public know what and when to expect the service

* Authority is responsive

* ‘More’ information is available about the service they receive
* Public are told if something will not happen or about changes

“* Performance indicators
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Why is Quality Service Important?

what drives public satisfaction with
local government?
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Loval GoVermment Asacation

what drives public satisfaction with

Implications for the LGA

The research highlights some key challenges facing
the Local Government Association (LGA). The first
is the need to formally agree, collectively, not only
that the problem of poor perception exists, and
damages the credibility of local government's
arguments, but secondly that collective and
focussed action is vital. While much has been
achieved in the last seven years, only a radical shift
has any chance of improving local government's
reputation.

The obvious areas for focus in terms of building
reputation among local communities are:

* streetscene and liveability services;

» communications - explaining effectively what is
being delvered and how to get it;

» contact - exceeding expectations on
responsiveness, empathy and getting things right
first time; and

* perceived value for money, explaining clearly where
money is going.

If local government collectively agreed to focus on
delivering these services/aspects to a high
standard, its reputation would improve.
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is the need to formally agree, collectively, not only
that the problem of poor perception exists, and
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arguments, but secondly that collective and
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Why is Quality Service Important?

-
@ Parcel and delive fdustry Technology is
reshaping pub <pectations of quality
= \



ServQual

SQ=P-E

Service Quality = perceived Performance- perceived Expectation
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Dr. A. Parasuraman

Dr. A. Parasuraman ("Parsu”) is Professor and Holder of the lames W. McLamore Chair in Marketing (endowed by the Burger King
Corporation) at the School of Business, University of Miami. He has received many distinguished awards and recognitions for his
scholarly contributions including being named as one of the "Ten Most Influential Figures in Quality” by the editorial board of The
Quality Review (1988); the American Marketing Association's "Career Contributions to the Services Discipline Award” (1998); the
Academy of Marketing Science's "Outstanding Marketing Educator Award® (2001); being named to the Chartered Institute of
Marketing (U.K.)'s "Guru Gallery” profiling the 50 leading marketing thinkers worldwide (2004); the |IT-Madras "Distinguished
Alumnus Award” (2005); the establishment of “The Parasuraman Service Excellence Research Prize” at the Hamdan Bin Mohammed
e-University in Dubai to foster more scholarly research throughout the Middle East region (2008): the Society for Marketing
Advances’ "Elsevier Distinguished Scholar® award (2009); an Honorary Doctorate from Maastricht University in the Netherlands
(2011); the Paul D. Converse Award for significant scholarly contributions to marketing (2012); and the Gil Churchill Award for
Lifetime Contributions to Marketing Research (2013). Dr. Parasuraman has published over 130 articles in scholarly journals and has
served as editor of the Journal of the Academy of Marketing Science (1997-2000) and the Journal of Service Research (2005-2009).
He has authored several books, consulted with many companies, and conducted dozens of executive seminars on service quality,

customer satisfaction and the role of technology in service delivery in many countries.



Service Quality — the difference between expectation
and performance
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5 Dimensions of ServQual

S
Lo External Factors |
SERVQUAL Dimensions . 1 influencing expectation :
R P l________l
Tangibles :
: Expectation
S : (Expected
eliability \ Service)
! L S
. Percecived Service
. ———> ' P
Rcsponsivencss ! Gap 5 Quality
i v
I
Assurance : Perception
l (Perceived
1 .
I Service)
Empathy :
I
I

http://mww.serviceperformance.com/the-5-service-dimensions-all-customers-care-about/
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ServQual 5 Dimensions R.A.T.E.R

# Reliabil Ity — doing the task accurately & dependably
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ServQual 5 Dimensions R.A.T.E.R

“ Reliabil |ty — doing the task accurately & dependably

“ Assurance - knowledge & courtesy of employees, who convey trust
and confidence

“*Ta ngibles — appearance of physical facilities, equipment, personnel,
and communication materials

“Em pathy — caring individual attention the organisation provides its
customers

@ Responsiveness — willingness to help customers and provide
prompt service
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Major on the Majors & Minor on the Minors

®* Recognised 5 dimensions to service quality but not
dimensions are all equal

® 100 points allocated to the 5 areas

and found ...

DAVE MAJOR & THE MINORS

Tnter Entortainment. he.
el it g lin T
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SERVICE QUALITY

y

Tangibles
11%

Empathy
16%

Assurance
19%

Reliability
32%

Responsiveness
22%




SERVICE QUALITY

Reliability, 32°
Empathy, 16% — eliability, 32%

Assurance, 19% Responsiveness, 22%



5 Dimensions of Service Quality

* Reliability (32%)

* Do what you say are going to do - when you say you are going to do it
* “3 x more important than shiny equipment or flashy uniforms”

* Well-planned, achievable routes,

* Non-serviced bins should be reduced to zero — technology exists

* with changes made as required — assisted collections are up-to-date

* Communicated to everyone Back office, drivers, CRM, public

_(Q www.ukisl.com



5 Dimensions of Service Quality

* Responsiveness (22%)

@ Respond quickly, rapidly, promptly, immediately

@ Waiting a day doesn’t make it — this is 1/5 of service quality
* Customers expect you to respond quicker than they do
CRMs set up for immediate response - many Waste Service

Departments are not there yet

Stats all vehicles

Service Completion: 45%

Semvice Distance: 645.2 miles

Reports @ @ @

0 hrs 4 min

Bin Not Serviced Brown | Bin
Contaminated

Route: Garden Live\GOB0Z

0 hrs 13 min | 9map |

All Blue Bins Contaminated

Log As Serviced Green

Vehicle: Residusl 5230 [5220]
1veD0803

Route: Re: Liv
0 hrs 4 min m

Log As Serviced Brown

* CRM Department driving Waste Service Improvement

Projects
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5 Dimensions of Service Quality

* Assurance (19%)

“* You are expected to be experts

* Know what you are doing
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Know what you are doing: Tricky questions to ask internally

internally

“ Does everyone know what should happen?
“ Does everyone know that it happened?

“ How would people know if it didn’t happen?
“ Who knows why it didn’t happen?

“ |s there any action to take next?

“ Do we need to communicate anything with the customer
as a result?
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Know what you are doing: Tricky questions to ask internally

internally

“ Does everyone know what should happen?
“ Does everyone know that it happened?

“ How would people know if it didn’t happen?
“ Who knows why it didn’t happen?

“ |s there any action to take next?

“ Do we need to communicate anything with the customer
as a result?

“ Key visibility of service data/intelligence
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5 Dimensions of Service Quality

* Assurance (19%)

“* You are expected to be experts

* Know what you are doing
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Dimensions of Service Quality

SERVICE QUALITY

Stats all vehicles

* Assurance (19%)

Service Completion: 45%

Service Distance: 645.2 miles

Reports @ @ @
[ 9man 12

0 hrs 4 min
Bin Not Serviced Brown | Bin
Contaminated

* You are expected to be experts P

Route: Garden Live\GOE02

0 hrs 13 min | @ Map |

All Blue Bins Contaminated

Linden Avenue

Vehicle: Recycling 5251 [5251]

Route: Recycling Live\R0804 -

* Know what you are doing —

Log As Serviced Green
Beal Terrace
Vehicle: Residual 5238 [5238]

FUSI&NE 4 : UpeaTyne g1 % D Route: Residual Live\D0203

47 = -wur Way, Newcastle upon Tyne e 0 hrs 4 min | 9 Map |
Log As Serviced Brown

seees calensar Haddricksmill Road

_...._....., ' = DT o == - Vehicle: Marrow Access 5450 [5450]

ot e e = Route: Garden Live\GOS04

Queensbury’s

NCC_Large_swesping
Large e amar s 1o 1) . - -
~ oz ey Tuesday Wednesday  Thursday Friday Saturday Sunday

0 hrs 11 min v

[ 9 Map |
0 hrs 0 min | omap [

Loae meradt rinona .

" — _ _
T Assisted Collection Brown |
i = Confirmed
. = ry :
Do Woodty  wsny Wiy Tunew ey sosy ey R S I 3 Whinneyfield Road
Gartn s ' \. Vehicle: Garden Waste 5229 [5229
v 10 — " ‘\I‘V . [5229]
e — X (} 1 Route: Garden Live\GO201
ot e 4 e \ \

e (Y 0 hrs 1 min [ 9 Map |
sonday Tuasday Wednasdsy  Thursday Friday Ssurdsy Sumday . Collection Confirmed Brown |

Multiple Bins
Service History ‘Ozanam House, 78 Dunholme Road

P ——— O ===t : Vehicle: Garden Waste 5227 [5227] -

. Paceios 834
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5 Dimensions of Service Quality

SERVICE QUALITY

@ Empathy (16%) |

EMPATHY
@ Frontline staff training — rare?
@ CRM staff training - standard
@ Real-time access CRM staff to service status/driver

reports allows staff to present full story

FUS| & N e ive View [J orting [ sagin NewcastieUponTyme §r % [

47 =wwor Way, Newcastle upon Tyne ™77

Servicas Calendar

e e
e S
—

Ao 370
Lin e iz

NCC_Large_swesping
Large e amar s 1o 1)

I
Resicual waste
Rousl L (e 33) .

Gardon U e 141 I

e Geony o
Noar: rater 47 dnani
Lin e 1.0 917 1430 36

Manday Tuenday Wednasdsy  Thursdsy Friday Ssturdsy Sundsy
——
ey

Service Histary
o b e o ki o Mondsy  Twsisy  Wedvesdsy  Twesiny  Foday ST
_——e

.,
2

s

e

Stats all vehicles

Service Completion: 45%

Service Distance: 645.2 miles

0 hrs 4 min

Bin Not Serviced Brown | Bin
Contaminated

30 Dunholme Road

Vehicle: Garden Waste 5227 [5227]
Route: Garden Live'\GOB02

0 hrs 13 min

All Blue Bins Contaminated
Linden Avenue

Vehicle: Recycling 5251 [5251]
Route: Recycling LivelR0E04

0 hrs 1 min m

Log As Serviced Green
Beal Terrace

Vehicle: Residual 5238 [5238]

Route: Residual Live\D0303

0 hrs 4 min m

Log As Serviced Brown
Haddricksmill Road
Vehicle: Narrow Accass 5450 [5450]

Route: Garden Live\GOE04

0 hrs 11 min

[ 9 Map |
0 hrs 0 min [ 9 Map |
Assisted Collection Brown |
Confirmed
3 Whinneyfield Road
Vehicle: Garden Waste 5220 [5228]
Route: Garden Live\GO201

0 hrs 1 min | 9 Map |

Collection Confirmed Brown |
Multiple Bins
‘Ozanam House, 78 Dunholme Road

Vehicle: Garden Waste 5227 [5227]

Reports @ @ @
[ 7Map o

-

-

-

-
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5 Dimensions of Service Quality

“* Tangibles (11%)

“* Even though least important dimension — appearance matters

* Looking Sharp

“* Smart vehicles, smart uniform, proper PPE

“* Online presence now projects quality service cost effectively
* Public know what is the service and when to expect the service
“* ‘More’ information is available about the service they receive

“* Public are told if something will not happen or about changes
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Bin2Day Smartphone App

* Bin Collection Reminder

“* 4 weeks collections

* More information on ‘what goes in my bin’

Gd G2

“* Multi-lingual pp—
. . . . Recycling
* URL links to Council website =
@
“* “How are you performing?” I
* Garden waste payments due” ot oAt GA WA o e
If they are then we may not be able to
el Fesktasgons eronl Sras.
Impact
: : SO LI
* Reduces missed bin costs e -y

* Reduces contamination and costs

(ZQ www.ukisl.com



Public Facing Calendar

When is my Bin Collection Day?

-collection-day

Leave your Comments, i
L Compliments & Complaints 0 searchinesie Q o o
Lisburn &
Castlereagh
City Council Home Resident Business Things to do Council News Events Report, Pay, Apply Contact AtoZ
Recycling Hotline

When is my Bin Collection Day? 028 9250 9453

recycling@lisbumcastlereagh.gov.uk

Home > Resident > Bins & Recycling > When is my Bin Collection Day?

Bin Collection Dates
Please insert first line of address and post code in the search box below:

Bins & Recycling

‘When is my Bin Collection Day?
Recycling Locations Address

Bins and Kerbie Boxes - What Goes
in them Explained

Report Illegal Dumping or Litter
Problems

Recycling at Home

Reuse Schemes in the Council area
School Recycling Initiatives

Waste Management Plan
Frequently Asked Questions
Binformation

Get rid of Large Unwanted
Household Items (bulky collections)

If you are unable to find your address listed above, or if the information shown does not reflect your regular services, please call
us on 028 9267 3417 or email: opservices.reception@lisbumcastlereagh.gov.uk

Missed Bin? - If your bin hasn't been collected please report a problem

& www.ukisl.com



Public Facing Calendar

Bin Collection Dates
Please insert first line of address and post code in the search box below:

123 AVONMORE PARK
Search again Q

Next Collections
Thursday 15th November

' Landfill Collection

Thursday 22nd November

_—
l Recycling l Food and Garden Waste

Thursday 29th November

' Landfill Collection

( 12/11/2018 - 16/12/2018 )
Mon Tue Wed Thur Fri Sat Sun
12 Nov 13 Nov 14 Nov 15 Nov 16 Nov 17 Nov 18 Nov

Landfill Collection
19 Nov 20 Nov 21 Nov 22 Nov 23 Nov 24 Nov 25 Nov
l l
Recycling

Food and Garden Waste

26 Nov 27 Nov 28 Nov 29 Nov 30 Nov 1 Dec 2 Dec

@ www.ukisl.com Landfill Collection




Communicating SQ to Elected Members

- . View  Modelng  Formm  Duta/Oefi

o B B — — 1. o ] 2ot pan 1 “i
% . S sty = B r'

2 - " = =
Ha Cony ‘ == 7z = R (3 wage g}
Pesls v ot Mecest  Ewler Ean fefreah MNew  Hew Pape nage Mew Muttan
FermstPamiel  Dya v Sousces~ Oota | Queries ™ Fape~ Visual @ naper = ey~ eNEgS  Measure v

Enemal Dada I=sent view Srmines | Calutatiant nere

Recycling

JAM1 5284 3245 246 & 524 23 25 5
I 7 II l
| | I

«» Meeyetimg Carzten Waste Vehicle Operation flevicusl Wate Vebicle Cperation Vecy=ing Vehidr Coeratior Garden Waate Cutcmer Derand Pewctind Warte Cuttommer Demand B spibrg Cuntorsr Oemane Snimgo Swerper |
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Fusion API providing Service Intelligence

" =
!
= e |
, y B 52 | [ 25 il T - T |
Ha Cosy e & X oy 2 l
Pests Gt Mecest  Erler Edr  Metres MNew  Hew Pape nape New Musta
FermstParel Dy v Soueces~ Oty | Quenies™ Fage~ Vissal ) shape: View~ Mensugs  Mesny
...... i = Collected/non-

Recycli collected by ward
Rounedcytlrr]gme by s @ y

vehicle IIIII

Date range ,
Collected/non-

[TTT@BI T TIT] I IIIIII
| ~-collected by round
- by I IIIIII IIIIIIIIIII

Guren Wante Vehicle Operatios flenicusl Watte Vebicle Cperation Recycing Vehicle Operation Garden Weate Customer Demand Pesictind Warte Cutomer Demnend R speileg Cuntorsr Oemane Sningo Swerper |
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Fusion API providing service intelligence

= P T T
- . View  Modelng  Formm  Duta/Oefi

!
X Cw X ~t —_ — 1 i || E7] ot Bas f'"ﬁ a ‘\| "i
2 t - " = i
Ha Cosy L — e 8 I > it =] L1 ‘l
Pasts Cot  Mecest  Eler Edi  Metresh  New Pape Managpe New Nastan
FermstParel Dy v Soueces~ Oty | Quenies™ Fape~ \‘940‘ @”"W' View™  Ssisticnihugs  Measre ~
Capdosa Etemal Data I=sent view Vl.eqln:nmca Cancaatiant Nere

Linking data from Recycing
peripheral systems — bin
lift data, crew records

'ruwcjmum'” I IIIIII

5
RIS01 S248-FECL B Gritlae: K Themgsor M Yates
ST 5240 - RECE PSP, -
ROSC3 S243.REC3 U Bon . ) ™ \ . P Tas
e £35% _R5rd LW {3 Emriess [0 s - eaad < =94 i eam  waim <Ay Y 4 v e S v ¢ ¢ ¥ v ¢
8 " < L4 SMS 5245 S18 & s :
-'.-| Cuden Waste Vehicle Operstios eniunl W Veticle Cperation ecychtvg Vehicle Operatio el Pavictisd Wiaste Casttarres Devnond Rcycling Customas Demand Swingo Swasper RSN
PAGEGOF 13
B —

SUO(IRZ||ENSIA

ssany
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Quality Service - Summary

* Long term incentive to improve public satisfaction with
Council — focus on street scene services

* There has been a revolution — rapid change in public
expectation — delivery industry use of customer-faced
technology

* Defining ServQual
* 5 dimensions are not all equal

* Your resources should be allocated in response to the reltive
value of the 5 ServQual dimensions

* Key in delivering ServQual is visibility of service
data/intelligence

_(O www.ukisl.com



Routesmart

(@ Integrated Skills “

Visionary Thinking

Thank you

Contact: Stuart Henshaw

shenshaw@integrated-skills.com
Mobile: 07984 799183
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