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the importance of omni-channel data for the public sector

analyfics;

Beyond web
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A short Infro

willem@pieterson.com | linkedin.com/in/wpieterson/



Go to www.menti.com and use the code 7307 8290

A question

 What types of analytics do you do?

* Only webanalytics
(e.g. visitor stats, Ul/UX, conversion, online customer journeys)

 Mostly webanalytics, but use other data sometimes
(e.g. comparing web visitor numbers with numbers of calls in time X)
 Mix of webanalytics and data from other
channels/sources
(e.g. continuous analysis or cross-channel customer journeys)

* None
(e.g. not in an analytics role)







My key message(s)

Webanalytics is great, but:

* Often (and increasingly) is the web only one channel in an entire customer journey.

* |f we want to improve the customer journey or measure success of the journey as a whole, we
need to measure behaviors across (all) channels (which is getting harder).

* Problems/issues with the web channel lead to contacts via other channels

* [fwe want to improve web alone, we need to have joint insights in the nature of problems and
how they are resolved (through other channels).

¥

By treating webanalytics as a silo we make it hard to find inputs to improve the
web beyond the web

* By not focusing narrowly on webanalytics, we might become better at doing webanalytics
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The channel l[andscape

More channels increasingly fast

Customer Government

How people use
channels - <:>
[channel behaviors]
A

NaXR+ = + ¢+ [+ €5 + 2

How governments
M manage channels
[channel mgmt]




The channel l[andscape

Channel Initiatives in LAC PES
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Domeinen

The channel l[andscape

Increases within channels borgerd

Udleber dit EU-
sygesikrings-
Kort | ar?

DigitalPost it

Videregaende
uddannelse?

Nye barsels-
regler pa vej

Sog optagelse pi
kvote 1 inden 5. julf
20221200
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* Fragmentation within channels
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Simpler, clearer, faster

Popular on GOV.UK Search
Moving to the UK from Ukraine
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Universal Credit account: signin
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Channel behaviors
In general (NL)

50%

45%

40%
35%
30%
25%
20%
15%
10%
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m]time m 2 times
®m 3-5 times ®m 5-10 times

m >10 times W 20195 m2020 m2022

X

Personal Telephone Website Messagebox E-mail Written Social Media Chatbot Other



Channel behaviors
For different tasks

60% 60%
simple tasks complex tasks
50% 50%
40% 40%
30% 30%
20% 20%
10% I I 10% I I I I
0, - - N [
In Person  Telephone Website E-mail Other In Person  Telephone Website E-mail Other
H 2008 m2017 m 2008 m2017

Pieterson & Ebbers (2020)

To a large extent differences in channel choices for different tasks and situations persist.



Channel behaviors

Customer journeys

Customer journeys often run across a) channels, b) organizations and b)organizational layers
(and with channel fragmentation, customer journey fragmentation increases)

& c @ @ @& https://www.gowv.uk/council-housing NN+ v IN@D € = c @ w.towerhamlets.gov.uk/lgnl/housing/lettings_and_th B9 L In@D € =
— |
Search r‘m’.
Tmnumms ! / Navigate the site = Enter Keywords Q, w9
Pay it Report it = Request it Sign up

Home > Housing and local services > Councilhousing and housing association

Home P Housing » Lettings and the housing list » Join the housing list

Council hOUSing More Inthis Joining the housing List

Contents

— Bopyorscountnome What is the key frustration of citizens when moving from one

— Types of tenancy
- tact the lettings team, your

— Repairs and maintenance

channel/layer/organization to another?

— Complaints

— Council housing fraud
| m to them.
— Buyyour council home
Anyone else should send the completed form to the lettings team.
Key worker scheme

Lettings Team

Tower Hamlets allocation Albert Jacob House,
Apply for a council home Related content scheme 62 Roman Road,
E2 0PG
Housing association homes
You apply for council housing through your local council g Partner landlords Or take it in person to one of the Council's Gne Stop Shops where you will be given a receipt.
’ Apply for emergency housing from the
. . council
Each council has its own rules. counet One stop shop addresses

Housing Benefitinformation from your

® 1 Rushmead, Off Bethnal Green Road, Bethnal Green, E2 6NE
You'll usually have to join a waiting list and you’re not guaranteed to get a council » John Onslow House, 1 Ewart Place, Bow, London, E3 SEQ

property. Ask your council how long you're likely to have to wait. Counciland housing association evictions * Idea Store, Watney Market, 260 Commercial Road, E1 2FB
® Chrisp Street, 15 Market Square, E14 6AQ

Swap your council or housing association
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Channel behaviors

Customer journeys

Zoeken
Gemeente E Enschede Inwoners Ondernemers Vrije tijd Bestuur

Inwoners [ Afval, milieu, duurzaamheid / Vergunningen / Bouwvergunning-/melding

"OLO refers you to the municipality, that
Bouwvergunning-/melding often refers you back to OLO. The result is
\.-’oororfderanderelbouwerT.sIo?en, kappen, aanleggen, milieu, inritheeftu&j»omseen . . th at Citizens don,t kn OW What they a re u p
heeft dan kuntueen\.rergunningcheckinvullenopfmﬂ to and th us Seek Other WayS to get in

Via dit omgevingsloket kunt u ook een omgevingsvergunning aanvragen. Als u meer informatie over

de omgevingsvergunning wilt weten dan vindt u die op www.omgevingsloket.nl. to u C h W i t h gove r n m e n tS "

o ) ) Hoog contrast |- Inoggen [civil servant interviews]
mgevingsloket online

i . (Van der Geest, Hoppenbrouwers & Pieterson, 2017).
I— -

Home  Wat is Omgevingsloket online?  De stappen  Mijn overzicht

: Informatie
Vergunningcheck
Gebruik de vergunningcheck om te controleren of u een omgevingsvergunning of watervergunning nodig hebt of een Meer informatie? Bel uw gemeente
melding moet doen. of kijk op de gemeentelijke

website.
De vergunningcheck geeft een uitkomst op basis van informatie over bijvoorbeeld ligging en grootte, inhouds- en Voor specifieke vragen over de

oppervlaktematen, gebruiksfuncties en dergelijke. Verzamel deze informatie van tevoren en houd het tijdens de watervergunning kunt u ook
check bij de hand. De check duurt ongeveer vijf minuten per werkzaamheid. contact opnemen met uw
waterbeheerder.

Vergunningcheck wissen en opnieuw starten




Channel behaviors

Customer journeys

10

9

8

5,79

5,59

5,67

5,36

Orientation

Permit check
(vergunningcheck)

Interview

—Totaal

Application

6,08

6,45

-

Addendum

Outcome



Channel behaviors
Multiplexity

 Multiplexity

citizens choose and use a combination of channels sequentially or in parallel in what could be considered one

service delivery contact
== (@)= |C|=|C|= >

Madsen, Hofmann & Pieterson (2019)



Channel behaviors

Causes of multiplexity

What percentage of citizens has encountered the following problems (with online services)?

100%
90%
80%
70%
60% 59%
60%
52%
50%
41% 40% 40%
40%
31%
30% 25% 27%
23% 23% 21% 0%
20%
- .
0%
No clear Can't find Info Info hard Can’t find Can't find Require- Missed No Missed Can't Can'tdo Can't
answer info unclear tounder- forms contact ments message  response  message complete appli- make
stand info unclear  GBTin BB my portal report cation appoint-
ment
. Information services . Communication services . Transaction services
(n=736)

o Ebbers & Pieterson (2018)

61%

45%
23%
Not Got lost Can't
knowing login
where o
be

. Navigation / Ul



Channel behaviors

Multiplexity
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Channel behaviors

Multiplexity
2 5% €3-10
L : Average cost
Of all citizens will telephone customer
look for help (mostly contact
telephone) when
they get stuck
Also see:

 Why do they keep calling? (Madsen, 2016)

* Channel multiplexity (Madsen, Hofmann, Pieterson, 2019)



What is MCM?@

Multi-channel management (MCM) is the design, deployment,
coordination, monitoring and improvement of the channels through which
public organizaftions and their customers interact.

This entails the use of multiple service channels within one public service

delivery process or the use of different channels for different service delivery
pProcesses.

Based on: Klievink, Janssen, Pieterson & Felt (2008); Pieterson & Van Dijk (2006)



Channel Strategies

Different approaches (over time)

Channel(s)
1 1 2 1 2 1 2 1 2 1 2
== 0 |0 00
e O OO0
&
e O OO0
e O OO0
Channel : : .
i Lo Single Multiple Multi-Channel
Channel Channel Cross-Channel
Channel
Sfraregy — Replacement Parallel Supplemental Infegrafted Blendead



Channel Strategies

Strategies in EU/LAC PES

One strategy for all channels / Supplemental strategy
services

Parallel strategy

No strategy

Integrated/blended strategy

Strategy, but not formalised Mix of various elements

Strategy for some channels / Something else

services
One channel leading

trat nder development .
SHEiERg Uneler eevElopms Omni-channel strategy

b
0% 10% 20% 30% 40% 50% 60% 0% 5% 10% 15% 20% 25% 30% 35%

EU = LAC mLAC mEU

Pieterson




Channel strategies

Design of channels

Nederland wereldwijd

Veelbekeken

Reisadviezen
Visa voor Nederland
Welke landen hebben welke kleurcode?

Ik ben positief getest op corona in het
buitenland. Wat nu?

Paspoort of ID-kaart aanvragen als u in het
buitenland woont

Legaliseren van Nederlandse documenten

voor gebruik in het buitenland

Reizen naar het Buiten Nederland wonen
buitenland en werken

Reisadviezen, kleurcodes, Paspoort of ID-kaart, AOW,
reischecklist buitenland, hulp bij documenten legaliseren, DigiD,
nood, reizen met kinderen... stemmen...

H

Veelgestelde vragen Oekraine

Bekijk de antwoorden op de meestgestelde
vragen over de situatie in Oekraine.

Reizen naar Nederland of
Caribisch deel van het
Koninkrijk

Visum (tot 90 dagen), Caribisch
visum, reischecklist Nederland...

In Nederland gaan
wonen en werken

Visum (meer dan 90 dagen), niet-
Nederlandse documenten
legaliseren...



Channel strategies

Design of channels

Rijksoverheid

= Menu 0 Contact

Nederland Wereldwijd

1 plek voor informatie van de Nederlandse overheid wereldwijd

Waar kunnen wij u bij helpen?

Oekraine: Informatie over de situatie in Oekraine
Rusland: Informatie over de situatie in Rusland

Reizen
ﬁ Reisadviezen, Visum, Hulp bij nood, ...

Geld
a AOW, Kinderbijslag, WW-uitkering,
Remigratie-uitkering, ..

b ) Familie ?
Kind krijgen, Trouwen, Scheiden,
8 I e

Overlijden, ...

Identiteit
Paspoort, ID-kaart, Nationaliteit, DigiD,
BSN, RN, ...

Onderwijs
Studeren, Stage lopen, Nederlands
taal- en cultuuronderwijs, ...

Werk
Belastingaangifte, Werkvergunning,
Arbeidsongeschiktheid, ...



Channel strategies

Design of channels

PO N Rijksoverheid

s
TELEFOON WHATSAPP
\. +31 247 247 247 e +316 8238 7796

24 uur per dag, 7 dagen in de week.
Wereldwijd bereikbaar tegen lokaal tarief.

Alle contactopties —

ONLINE

g3 Contactformulier

X



Channel strategies

Design of channels

TELEFOON
R, +31247 247247

24 yur per dag, 7 dagen in de week.
Wereldwijd bereikbaar tegen lokaal tarief.

Alle contactopties —»

Rijksoverheid



Channel strategies

The complexities of channel management

More channels leads to more costs (wirtz & Langer, 2017) but also fragmentation (e.g.
systems/processes/organization/data) and ‘channels’ become less and less about the front-
office and more about other aspects of the organization.



Channel strategies

Obstacles

Customer resistance

Insufficient leadership

Lack of vision/strategy

Lack of future proof channel strategy
Lack of data

Resistance towards digitalization
lack of knowledge future tech
Lack of knowledge current tech
Lack of customer insights
Insufficient digital skills

Siloing

Legacy systems

Lack of (fin) resources

Lack of integrated processes

obstacle

-2
Unimportant

Unimportant Neutral Important

eu N H
LAc B [ |

—
-
#
—
—
--
-
—
—
-
e
—
h
1 0

2
Important
obstacle

26



Channel strategies

Towards omni-channel managemente¢

“Omni-channel management is the holistic management of all
available service channels in which all channels are fully integrated
and allow the seamless delivery of all services to all segments of the

pOpU'CIﬁOﬂ " (Pieterson, Madsen & Ebbers, 2022)

-

& @ 52 & O

Front office Strategy Back- Organi- Data Customer
office zation



Ergo...

About the role of data and (web)analytics

Dealing with a) the (increasingly) fast changing channel landscape, b) evolving and
fragmented channel behaviors, c) channel multiplexity. As well as d) creating and executing
successful service / channel strategies requires insights into channel behaviors and use of

services..... .... and that is hard..... ... and goes well beyond webanalytics.
» | The “Hard” side » | The “Soft” side
[systems & process data] [perception & evaluation data]
» Extracting & combining all (channel) » Registrations & Logging
systems data. » Developing valid instruments.
»  Matching and mapping data points. » Measuring across all channels and
» Data quality, security and privacy groups (esp. ‘hard to reach’ groups).

»| In General
»  Getting real-time data
» Proper definitions and unification of terms & measurements
» Capturing everything 28




My key message(s)

Webanalytics is great, but:

 Often (and increasingly so) is the web only one channel in an entire customer journey.
° /f we want to improve the customer or measure success Of thejourney as a
whole, we need to measure behaviors across (all) channels (which is getting
harder).

P@ * Problems/issues with the web channel lead to contacts via other channels

o)<
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* [f we want to improve web alone, we need to have joint insights in the
nature of problems and how they are resolved (through other channels).

* By treating webanalytics as a silo we make it hard to find inputs to improve the web beyond the web

* By not focusing narrowly on webanalytics, we might become better at
doing webanalytics

The future of webanalytics might be just ‘analytics’ (but then omnichannel)



Beyond web-analyfics; the importance of omni-channel data for the public sector
Webdagen 2022 | Willem Pieterson
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