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CUSTOMER SERVICE

WITH LOW-CODE

While the website needed a massive re-think, Birmingham’s back office

processing and contact centre needed a re-invention. Birmingham City Council's
customer service teams used a massive, enterprise CRM to process all customer
service requests across the entire council.

This multi-million legacy platform was costing the council unsustainable amounts
of money and was impossible to change or maintain without heavy investment -
relying on vendor and service integrator support to maintain and change.

The council recognised
that to begin its
transformation and to shift
the council services to be
better, more efficient and
focus on customer needs,
it needed a completely
new digital platform.

By implementing a low-
code, cloud-based case
management service,

the council empowered
internal teams to redesign
services in an agile way,
quickly delivering a whole

suite of new, customer-
focused digital services
centred around a new

Citizen Account.

The 'BRUM' account
initially launched in late
2018, with some simple
services and over time,
expanded to a rich self-
service offering. It is now
widely adopted by almost
500,000 users, over half
of people who live and
work in Birmingham.
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Now in 2022, the
council is embarking on

a substantial ‘Customer
Programme’ focused

on the customer and
delivering digital services
using agile principles, by
fully leveraging the Jadu
Case Management and
Web Experience Platform.

Home [ BRhum account

BRUM account

Sign into your BRUM
account

sSignin >

If you are using a public computer, remember to
sign out when you are finished

BRUM account
Birmingham - Report - Update - Manage

Welcome to Birmingham's BRUM account

Register for a BRUM
account

Access your Rent, Council Tax and Business
Rates account

The BRUM account will help you
request and track a range of
council services, providing you with
an improved customer experience,

yut the BRUM




.' [ Birmingham

Clty COU”Cll ge Account J Sign out E Council services

S The website

BRUM account

Welcome to Birmingham's BRUM account

Hello, Max Rebo Keep track of your activities and details right here.

Change your details | Change your password Sign out

As more citizens join the BRUM account, Birmingham City
_ Council plans new customer services, all based on Jadu
Your bin collection days . Low-Code teChnOIOgy.

— e —rye _ BRUM account, the Birmingham City Council online account
. rvice: Household Collection |‘_']' ervice: Recyching Co . I .
Olo colour:Grey . ¢ Colour Blue : : for its citizens, built on the Jadu Low-Code platform, grew
Next Collection Date: Monday 215t February Mext Collection Date: 4 . . A i
to 500,000 registered users during the Covid-19 pandemic
lockdowns, enabling Birmingham City Council to continue
delivering vital public services.

In addition, the BRUM account ensured the council was
able to deliver central government grants to protect the

Bulky Waste Collection Completed S - vulnerable and the local economy.
|7} -
Missed Collection Completed ‘

Fly Tipping In Progess

Case Type

4

Like to know more?

Request info or a demo

Support for businesses due to Coronavirus (COVID-19)


https://www.jadu.net/request-a-demo

The

Challenge

The Covid-19 pandemic lockdowns highlighted which local
authorities could instantly switch to a remote and digital
operating model, and those that could not.

Local authorities with a digital
core were able to seamlessly
provide their essential
services online and take on
new responsibilities from the
national government with
relative ease. In other areas of
the country, local government
bodies struggled.

Fortunately for residents of
Birmingham, the City Council
adopted the Jadu Low-Code
platform in 2019.

As the pandemic gripped
the UK in 2020, Birmingham
City Council saw registrations

If we didn’t have the BRUM account, we wouldn't have
been able to distribute the enormous amounts of
business grants that the government asked us to do.

and demand on its BRUM
account grow, with 500,000
city residents having a BRUM
account now.

Birmingham has a population
of |.I million, meaning close to
half of the city's residents have
a BRUM account.

The BRUM account provides
City Council forms, payments
and connects to the council
customer relationship
management (CRM) system,
so citizens can manage their
council tax, benefits or request
services.

- Peter Bishop, Director of Digital & Customer Services on how
Birmingham City Council responded to the pandemic lockdowns
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Home / BRUM account

BRUM account

Welcome to Birmingham's BRUM account

Hello, Max Rebo Keep track of your activities and details right here.
Change your details | Change your password | Sign out

Your bin collection days

Service: Household Collection ] Service: Recycling Collection
(=]
& Colour: Grey Eo Colour: Blue

Next Collection Date: Monday 21st February Next Collection Date: Monday 21st February

My Cases
Reference Case Type Status Submitted Date and time
GWBO13045 Bulky Waste Collection Completed Q7/01/2022 11:54
BCCO16503 Missed Collection Completed 20/02/2022 09:22
FTG021851 Fly Tipping In Progess 24/02/2022 12:46

View more >

The
solution

The digitalisation of internal processes was accelerated
during the pandemic lockdowns. Birmingham City Council
used the Jadu Low-Code library of application features,
some of which were developed by other local authorities

that use the Jadu platform.

This ensured that
Birmingham City Council was
able to download code, make
minor changes, and release
new features to meet the
needs of its citizens.

Launched in 2019, the BRUM
account powers the website,
forms, payments, Intranet

and CRM at Birmingham City
Council.

This enabled customers

to register for access to
personalised information,
including council tax, benefits
as well as housing, and
crucially, the ability to track

any service requests made to
the council.

Using the BRUM account
digital service, the council
has successfully replaced
its legacy CRM system. The
council’s customer services
agents are now able to
quickly raise cases for
customers on the telephone
and invite them to use the
online BRUM account to
track and comment, as well
as encourage them to raise
cases online the next time
they call.




-t When the COVID-19 pandemic now become business as usual
EX p 0 n e n tll a l g rOWt h started, the council leveraged its  at Birmingham, with growth
investment in the low-code Jadu  continuing in 2022 at pace.

CRM tools to build new webforms

Of and case workflows in real-time,

reacting to the daily evolving

The growth of case submissions
through the contact centre and
° - ° i S : online via the BRUM account, is
crisis and delivering services to :
'I 'I a Se rV'I C e i now all in one central, low-code
A digital platform.
This led to exponential growth
of knowledge and skills that has

125,000

Council tax billing cases . Delivery of COVID-19 . Continued growth of : Customer
and garden bin digital services new case workflows programme

renewals subscriptions \ and take up by started
customers /

75,000

Implementation of
Jadu low-code CRM and
case management

Redesign of website
with Jadu CMS
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| way integration 2 way integration SSO integration

Automation and

Imperial
PermitSmarti
Brightly
(formally Dude Solutions)
Confirm Asset
JADU CONNECT Managment
iCasework | =—==
Automation and integration are key to delivering a
frictionless service, and Birmingham have fully leveraged
Jadu’s Integration Hub strategy and toolset.
This enables the free flow of data using APIs and other JADU HUBis NEC Group
g L ; Northgate) M3
services to help keep customers notified and updated on Middleware ( _
. Standard web services
th2ir cases.
I PayBridge
This prevention of failure demand is helping to save tens of WorldPay JADU CENTRAL

thousands of pounds in operating costs.

To date, since the launch of NEC (Northgate) Revenues and Benefits . Custom M3

online via the Single Sign On connection at Birmingham City Council, web services /

260,000 users have registered for the service and its currently components

SinglePoint
address lookup

Whitespace
annum. NEC Group

averaging at 7,000 self-service transactions per month.

This is calculated by the Council to save £2.50 per transaction which
quantifies to 84,000 annual transactions at a saving of £210,000 per

(Northgate Citizen

Paperless billing is calculated at 45p per household and to date, Access Revenues

Birmingham has 6,500 registered for e-billing. and Benefits) FME Service

Since the start of March 2019, integration with ‘Brightly Confirm’ the Northgate R&B
council’s asset management system for Highways, the platform has Northgate
seen a steep rise in monthly self-service volumes and a reduction in Housing

call centre calls.

Oracle

database
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¢ ¢ The benchmark we compete with today comes from

The
results

the Amazons, Ubers and Airbnbs.

Deborah Cadman OBE, Chief Executive of Birmingham City Council.

"We have been able to deliver
more and at pace, so now there
is a much closer connection
between the city councillors and
residents," said Peter Bishop,
Director of Digital & Customer

Services at Birmingham City
Council (CIO).

The council has over two million
customer cases being tracked
through the BRUM account
and has 2.7 million digital forms
being used, which automates
processes and reduces the cost
base of the local authority.

"BRUM account s the
technology platform for being
able to provide those excellent
online experiences that the
council want to provide for our
citizens by giving them some

key information in one place,
that is easy to access and it's
easy for us to scale," says Cheryl
Doran, Assistant Director IT.

Birmingham City Council is now
developing a new customer
service strategy, which will
use the BRUM accountas its
foundation. Birmingham City
Council will be able to pro-
actively deliver street cleaning
and traffic management, either
in response to requests from
its citizens, or from insight
derived from better information
management.

Birmingham City Council states:
"We want to create a shift in
how we think about and interact
with you, so that you are at the
centre of everything we do."
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Over

Jadu Connect cases tracked

Over

active users to the BRUM account

Over

Jadu forms submitted

Over

payments processed

Stats correct as of February 2022
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Project
results
and

Through skilled and knowledgeable project
management, the end result was a mobile
responsive, accessible, user-friendly redesign -
based on thorough intelligence.

The new website was launched in 2018 and
has been well received by the public, greatly
improving the experience for citizens and

businesses, as well as winning numerous awards.

Citizens can now easily find their way around the
council’s website, at home or on the move.

Birmingham City Council now uses the full Jadu
Platform, including Jadu Connect and Jadu
Central.

10 / HOW A COUNCIL IS TRANSFORMING ITS CITY WITH LOW-CODE

iy =

WeBBY
AWARDS

WV

IADAS

F\\ Adobe

E Plain
English
Awards

Celebrating excellence
in user experience

(i) AWARDS

Webby Awards Honoree 2018

Gold award and a People’s Choice Award at The
Lovies, Europe’s leading awards organisation
honouring excellence in design and user experience
(2017)

Gold award at The International Academy of Digital
Arts and Sciences (IADAS) in the Websites and
Government & Civic’ category (2017). They also

took away the People’s Public Vote reflecting users
feedback to the overall design and user experience of
the website (2017).

‘Special Designation for Innovative Web Design’
Award at the Adobe Government Creativity Awards
who recognise the best work in connecting
government and citizens through technology. (2018).

Plain English Award (2017)

UKUX Short-listed (2017)


https://www.jadu.net/products
https://www.jadu.net/products
https://www.jadu.net/connect
https://www.jadu.net/central
https://www.jadu.net/central

B i rm i n gh a m 9 S ;II;I::(Iaucc:)eler:cil’s digital platform . From left to right:

Lord Mayor of

Jadu Central (with forms and Birmingham's Charity
payments) * Birmingham Children’s
Jadu Intranet with forms Trust

G a l le ry Jadu Connect (replacing SAP * Birmingham City Council
CRM) . Birmingham 2022
Jadu Central powered Commonwealth Games
websites (Galaxies) with just - Birmingham Safeguarding
a few examples below Adults Board

N, - .
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Lord Mayor of
Birmingham's
Charityl¥

Pay Counci Tax
About the Ly Report a change
charity P Here for Here for ) Council Tax energy rebate
children, young families and Fosteri discretionary fund

5 ) peopleand care carers

leavers Your futuré

the
more about o
Leam < udl

Coiputeer?
help o and what r"mﬂm”w“ ol Fid e 0
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Like to know more?

Request info or a demo
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https://www.jadu.net/central
https://www.jadu.net/connect
https://www.lordmayorbirmingham.uk/
https://www.lordmayorbirmingham.uk/
https://www.birminghamchildrenstrust.co.uk/
https://www.birminghamchildrenstrust.co.uk/
https://www.birmingham.gov.uk/
https://www.bebirmingham.co.uk/
https://www.bebirmingham.co.uk/
https://www.bsab.org/
https://www.bsab.org/
https://www.jadu.net/request-a-demo

Related
> YouTube

viewing

Relevant thinking from our peers on subjects both
thought provoking and practical to help educate
and inspire us on our digital journey to boosting
productivity, reducing costs and improving
efficiencies.

Please Like and Subscribe to our Channel and
importantly please Comment to tell us your views,
ideas and thoughts.

@) youtube.com/@JaduVideo
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ALY

ACADEMY

2022

Birmingham City Council: BRUM account &
the customer strategy

With Sheraz Yakub, Head of online service delivery.

Wigan Council: The deal - How communities
power digital strategy

With James Winterbottom, Director of Digital, Leisure and
Wellbeing Services

West Northamptonshire Council: Platform
approach to CRM across the new authority

With Megan Crowthers, Digital Business Analyst and
Andy Boatwright, Digital Services Officer.

The future of our products

Presented by Jadu superhero's Sarah Backhouse, Paul
Stanton, Andy Green and (formally of Jadu) Tom Nickalls.



https://youtu.be/JQLmAg0OtFc
https://youtu.be/D6lKmPr_Dw8
https://youtu.be/p2edwUUTL7U
https://youtu.be/Yr5bh4UHd6o
https://www.youtube.com/%40JaduVideo
https://www.youtube.com/%40JaduVideo
https://youtu.be/p2edwUUTL7U
https://youtu.be/p2edwUUTL7U
https://youtu.be/JQLmAg0OtFc
https://youtu.be/JQLmAg0OtFc
https://youtu.be/Yr5bh4UHd6o
https://youtu.be/Yr5bh4UHd6o
https://youtu.be/D6lKmPr_Dw8
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https://twitter.com/jadu
https://www.linkedin.com/company/jadu/
https://www.youtube.com/jaduvideo
https://www.facebook.com/JaduGroup
https://www.instagram.com/jadugroup/
mailto:info@jadu.net
http://www.jadu.net/
https://www.youtube.com/jaduvideo
https://www.facebook.com/JaduGroup
https://www.instagram.com/jadugroup/
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