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R
smartciies 1 N€ Challenge

To improve people’s quality of life
goals by optimum allocation of
finite resources.

How can user profiling help?



smartcities Local Government Business Model
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SmartCities

Outcomes and related services

"

Tree select ‘ i NI 192 Percentage of household waste sent for reuse, recycling

5]

4|

rE"F"Ir-Iational indicators j and composting

Link to this page
LAs with targets@Parameters ResourcesIContacts]

N ) View solutions4inclusion digital inclusion projects for this National Indicator
{H1 Nati
& Adult health and wellbeing — Details
[x}-<8® Children & Young People - Be Health
s eop Y & Number 192

[+- &8 Children & Young People - Economlc Wellbeing

[ Childrep=t=4 [ P P PR ) | |
-8 Childrd o & Name Percentage of household waste sent for reuse, recycling and composting
- Childre & Last revised 29/02/2008
- <8 Enviro

i NI 185 CO2 reduction from local authority operat & Is data provided by the LAor  Yes

#i NI 186 Per capita reduction in CO2 emissions in { a local partner?

~

§ Is this an existing indicator?  Yes

ationale e indicator measures percentage of household waste arisings whidl

& Rational The indicat p tage of h hold waste arisings which
have been sent by the Authority for reuse, recycling, composting or
anaerobic digestion.

[O-EHE-EHE

NI 192 Percentay nousehold waste sent for re|
i8# Recycling - Home Composting This is a key measure of local authorities’ progress in moving
{8 Recycling - residential collections management of household waste up the hierarchy, consistent with the

{1 NI 193 Percentage of municipal waste land filled Government’s national strategy for waste management. The

it NI 194 Air quality - % reduction in NOx and prim Government expects local authorities to maximise the percentage of

il NI 195 Improved street and environmental cleanl waste reused, recycled and composted.

il NI 196 Improved street and environmental cleanl

{ft NI 197 Improved Local Biodiversity - proportion

#i NI 198 Children travelling to school - mode of tral & Definition The percentage of household waste arisings which have been sent by the
[ < Local Economy authority for reuse, recycling, composting or anaerobic digestion.

[+- &3 Safer Communities
& Stronger Communities
& Tackling exclusion and promoting equality

This was previously collected as BVPI 82a and 82b in 2007/08.

The numerator is the total tonnage of household waste collected which is
sent for reuse, recycling, composting or anaerobic digestion.

| ol

National Indicator Tree View %
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SmartCities ApprOaCh

« Target services where they will have the biggest
Impact

» Rationalise services delivered by different
agencies/departments to the same customers

« Support the access channels which customers
will accept and are cost efficient



‘0.° . .
smartcities Useful ways of grouping citizens

* Precise characteristics
eg smoker, recently widowed, acquired disability
Apply predictive analytics to produce service/intervention plan

 Broad characteristics
eg affluence, tenure, ethnicity, age band
Predict needs and service demand from broad trends

« Composite profiles based on neighbourhood
eg symbols of success, welfare borderline, urban intelligence
Target services and channels by neighbourhood
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Composﬂe profiles by neighbourhood

‘attIey
> 2 ’{Pﬂllﬁ n.%g

% N
ot
o } \_\? a ; &y ‘. A
=SRE :rgd‘kgew”fan p ' N~ A
ﬁ’ i ! ; = ﬂtyo!! ngnidd
| ) = CraigieN i T 4%
end : il N Pl
: Winchburgh n Y = 0 an QA
Ty A el 0 = Glad
j\f \ Fauchdides “8 L | 3 ) / ~ mv
N 5 L ) oo Ooxctie ~
== 'f ) N b L AU 7 L M r\\fﬂry
16B0Tn % S Y 4 . A
Mﬁ;’&"'_-,"r’ e & N New ‘én ]
pcilis : C Elphinstone
D: = 0 Whlte
/\_j “F=
: = erhall 1720 Sl I on, Penc.antlar
umpherston . = ﬁy 5 C uslar‘d
’)\\ . yﬁf} iIKIESTOTT f
P it I al e o)
| Linving3p iy irfknewt 3w : : .eh
\ ; - ;
Vlllag% Dsod? L 4 Sj‘W //"\‘/\ N
\S v n g ayf{th
i (// Ne' ongra e )i
7 ; ”‘(c hi
: % )/ ( _Rosewell z 4
N
~ -
K‘i / / orég\ridge ¢ Bala Dam
BIETRshjeld
Carrington \—f \
m 4 1)
/\_15 \—’k \ Tynehead YaHOO!
Data @2009 A Temple ith Middleton 42009 Vahoo! Inc.
using short grou names - view full grou descripti

IC - Suburban comfort D - Ties of communif IE - Urban intelli IF - Welfare borderline

A - Symbols of success I - Happy families

H- Blue collar enterprise - Twilight subsistence

Edinburgh — Predominant profile group by ward

mm;:qln
North' Region
Programme



smartcities USING composite profiles in a CRM

Use the customers address to derive likely profile
and:

*Suggest other relevant services (= “baskets of
services”)

Make customer aware of other channels to which
she/he might be amenable
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smartcities Profiling services and channels

Customer Service

Location Profile Information
Information ©
@ Service
Interaction
Household Match Channel
or postcode service
o Household or
. postcode
Profile type profile Date and time

~_

Service Profiles

-

Service
Interaction
Channel
Time period
Profile type

@t_/
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smartCities Service profiles & propensity

Profile group split

8%-J 6% -G

10% - A

11% - B

13%-H

16% - D .

% Web profiling of Local Directgov web statistics

Establish the propensity of each profile type to

E use each service and channel
4% - F
3% -1
Profile group Service % Household % Index

C - Older families living in suburbia

D - Close knit, inner city and manufacturing town communities

H - Upwardly mobile families living in homes bought from social landlords

B - Younger families living in newer homes

A - Career professionals living in sought after locations

J - Independent older people with relatively active lifestyles

G - Low income families living in estate based social housing

K - People living in rural areas far from urbanisation

E - Educated, young, single people living in areas of transient population
F - People living in social housing with uncertain employment in deprived

areas
| - Dlder people living in social housing with high care needs

18%
16%
13%
11%
10%
8%
6%
5%
4%

4%

3%

16%
17%
10%
11%
10%

8%

6%

5%

114
93
131
108
101
101
99
115
53

77

86
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.2 . Social care services

Housing benefits Care at home Free school meals

A Symbaols of Success
B Happy Familes

C Suburban Comtort
1]

Tie= of Community
E Urtan hitelligenc:
F Midfare Bomdedine
G hunicipal Dependency
H Blue Collar Enterprise
| Twilight Subsistencs

J GrewPerspectives
k. Fual kEdation
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.2 Environment services

B A Zwnbols of Success
Bl B Happy Fanilies

B C Suburban Com ford

[ D Tiesof Community
B E Urkean Intelligence

B F VWelfare Borderling

B = Municipal Dependency
[0 H Blue Collsr Ertemrise
B ! Twilight Subsistence
B | Grey Perspectives

B H Rural l=olstion

Garden waste

Litter removal

Recycling sites




so,  Older people bus pass enquiries &
[ L : :
SmartCities applications

Mosaic Public Sector Groups Target % Base % Pen % Inclex
B 2 Swnholz of Success 5,551 955 12,749 4 B3 4375 207
B E Happy Fanilies 3,049 9223 22,599 g2 13.31 63
B C Suburban Comfort 24 451 42.00 58,775 2.4 41 B5 187
[ O Tiesof Community 6,208 1065 58,050 .08 10.70 a1
B E Urben Intelligence 3,075 5.28 42905 15,55 var 34
[ F Welfare Borderling 3,273 s B2 280352 1054 11.27 a3
B = Municipal Dependency 33 0Ey 3397 1.23 1145 S
[0 H Blue Collar Enterprize 5979 1026 289615 10,75 20149 a5
B | Twilicht Subsistence 2,798 480 8,835 3.4 3165 150
B J Grey Perspectives 3,295 sE5 g763 318 37a5 178
B " Rurd [soldion 151 0.26 350 013 4314 204

Taal 58,282 1040 275,373 18 2116 1040

More affluent older people are more likely to claim their
entitlements



smartcities Questions answered by profiling

Which services should we web enable next?

Where should we place our walk-in contact
centres?

Are we serving “hard-to-reach” groups?

Which citizens should be target to have most
Impact on an indicator?

How do we communicate with target groups®?
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..o Further work on need

e How do we measure need?

 How do we determine the impact of
each service on addressing need?

 \WWhat citizen characteristics correlate
with what needs?

The Interreg IVB
North Sea Region -
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.20 Further information

« SCRAN Research Briefs:

— Standards for classifying services and related
Information in the public sector

— Customer profiling to target service delivery

« Mike.Thacker@porism.com
° SheIIaAplceIIa@ esd .Orq.Uk — esd-toolkit customer

profiling work group manager

« Rosi.Somerville@idea.gov.uk
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