
Green Waste -  “Show & Tell” – CRM 
Programme 



Programme Team 

Core Team Roles & Responsibilities 

Darren Rose - Programme Manager 
Oversee, challenge and support programme deliverables to provide quality and 
consistent design and implementation outcomes 

Darren Babidge – Customer Services, Digital & 
Innovation Manager 

Design lead and support in the identification of existing materials and 
internal/external users to engage with on each process to be redesigned 

Andrew Walkinshaw - Project Manager 
Rory Carlton – IT Implementation Manager 
Matt Smith - Principal IT Analyst 
Rehan Gul - Business Analyst (CRM Functional 
Lead) 
Gavin Fuller – IT Solutions Architect 
Andrew Woodgate – IT Infrastructure Specialist 

Produce “As-Is” process diagrams using existing materials to be validated 
Facilitate virtual working sessions with SME's to validate “As-Is” and create “To-Be” 
processes 
Undertake research with external users when appropriate 
Undertake synthesis and co-design sessions with SMEs 
Develop, validate and sign off future blueprints with SMEs 

Amir Ali - Technical Analyst 
Rehan Gul - Business Analyst (CRM Functional 
Lead) 

Review outputs from redesign sprints and develop business solution documents 

Subject Matter Experts 
Review and validate “As-Is” process and support development of “To-Be” processes  
Participate in research synthesis and co-design working sessions when appropriate  
Review and validate the development of future service blueprints 



Havering CRM Agile Approach 

Pre-discovery (weeks  1 -

2) 

Understand what the 

problems are to 

create focused 
discovery brief(s) 

Discovery (weeks 2 – 6) 

Research to find out 

what people need, 

context, current 
process 

Alpha Testing (weeks  

7 – 8) 

Build ideas that 

respond to needs 

and test concepts 
iteratively 

Beta (weeks 9 -10) 

Public or closed 

testing at scale 

preparing for live 
launch 

Live (week 11) 

Fully launched 

with performance 

reviews in place 

for continuous 
improvement 

Outcomes & aims 
agreed 

As-Is and To-Be Process 
diagrams 

An understanding of research 
insights 

Business Solution Design 
Document (Technical Spec) 

End-to-End Future 
Service Blueprint 

An improved service for all 
users (front and back office) 
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Programme Milestones & Timeline 
2023 

Today 

Q4 
Q1 

2021 
Q2 Q3 Q4 

Q1 

2022 
Q2 Q3 Q4 

Q1 

2023 

77 days 
15/10/2020 - 29/01/2021 

Complaints 23/11/2020 - 23/12/2020 

21/12/2020 - 01/01/2021 

Members 
Enquiries 

10/12/2020 - 05/02/2021 

Registrars 08/02/2021 - 29/03/2021 

FOI, EIR, SAR 30/03/2021 - 29/04/2021 

Highways 30/03/2021 - 14/05/2021 

Waste 17/05/2021 - 29/06/2021 

30/06/2021 - 10/08/2021 

Street Cleansing 11/08/2021 - 12/10/2021 

Development & Building Controls 13/10/2021 - 23/11/2021 

Highways (Cross Overs) 24/11/2021 - 04/01/2022 

Highways Enforcement (Skip permits & Licences ) 24/11/2021 - 14/02/2022 

Christmas Change Freeze 2021 20/12/2021 - 03/01/2022 

Trees (Nuisance, Pruning, Subscription) 15/02/2022 - 04/04/2022 

Business Rates 05/04/2022 - 16/05/2022 

Environment Pollution ( Air Quality, Pollution, Noise & Vibration, Odor) 17/05/2022 - 27/06/2022 

Public Protection - Food Safety 28/06/2022 - 08/08/2022 

Public Protection - Health & Safety 09/08/2022 - 19/09/2022 

Public Protection -  Animals & Pests 20/09/2022 - 11/10/2022 

Public Protection - Filthy & Verminous Properties 01/11/2022 - 09/01/2023 

Christmas Change Freeze 
2020 

2020 

Green Waste 

Environment Maintenance & Management (Fly tipping/ Graffiti, 
Flyposting) 



• Completed Phase 1 – “As Is” analysis 
• Understand how the service currently works. 

• Conducted “user research” receiving around 286 responses from 
residents.  

• Spoken with 8 residents in an informal interview format to hear 
their first hand experience of the service. 

• Combined with extensive internal knowledge has allowed us to 
develop a detailed picture of the Green Waste service.  
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• We are now working through the “Problem Solving” phase.  

• We’ve listened to a wide range of feedback from a number of 
internal and external sources.  

• Addressing issues with the service; 

• Any shortfall in the online offering (inability to order compostable sacks, self 
service for updating personal details or number of bins etc.)  

• Payment Terms (Lack of direct debit offering, no refunds,  pro-rata payments 

• Disparity between the front and back office systems- leading to disjointed 
customer experience.  

 

Designing the Future Service 



Process Walkthrough ( As Is)  
 

 How do I  Request 
for Green Waste 

Bin

Search web for Call 
details or guidance 

on my.havering 
Portal

Make a Request for Green Waste Bin / Compostable Green Waste Bags
Acknowledgement/

expectations 
management

Enquire on Progress 
of Green Waste 
Subscription or 

Service not being 
delivered

Receive Response 
on Enquiry

Choose a 
Channel

Email

PASC

Phone

Email goes to 
Contact Centre 

Mailbox

Create Enquiry into 
CRM

Raise enquiry 
through Email

IVR (Only Renewals)

Receive response 
through Email

End

New or Renew 
with Change

Manual –   piece flow

Manual –   piece flow

Manual – Bulk Upload

Legend Customer Steps
LBH Steps not 

visible to Customer

Fill up my.havering 
Form as 

unregistered user 
(Non-Integrated 
Form) – Bin Only

Email goes to 
Contact Centre 

Mailbox

Receive 
Confirmation Letter 

with Sticker

Manual – 
1 piece flow

Manual – 
1 piece flow

Raise Enquiry 
through Phone

Raise response on 
Phone

Receive Green 
Waste Bin or 

Compostable Sacks

Receive Bin 

Garden Waste Bin and Compostable Sacks - AS IS Customer Journey

Receive a Reminder 
Email or Letter

Renew

Fill up my.havering 
Form as registered 

user (Integrated 
Form) – Bin Only

Receive Green 
Waste Bin Sticker

Green Waste Bin/
Compostable Sacks 

Collection

Automated

Put Sticker on Green 
Waste Bin 

Put Full Bin out for 
Collection 

Green Waste Bin 
Storage

Store empty Bin 

What about Receipt of 
Payment?

Repeat until end of 
Contract - 31st March

Compostable sacks – rolling contract



• Resident centric approach is essential to improving processes, we 
provided residents with the opportunity to have a voice in their 
garden waste service, listening to feedback and acting upon it.  

• Where possible automating manual tasks and functions thereby 
freeing up time to utilise officers more effectively, raising resident 
satisfaction. 

• Reduced carbon footprint, shifting to online or email as opposed to 
paper based.  

 

Benefits – Green Garden Waste 



Feedback and Comments Received 

  



• We greatly appreciate your time – thank you. 

 

• Do you have any questions or comments?  

 

 

Thank you 


