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Overview

IEG4’s flexible enabling technology has allowed us to expand our solution portfolio to encompass a number
of specific case management applications. This includes our Digital Concessionary Travel System which
covers Blue Badge, Freedom Pass and Taxi Cards. Case Management driven by IEG4’s Workflow System has
enabled complaints systems, right-to-buy processes to be digitised and back-office applications/modules
replaced.

These solutions have primarily been developed utilising existing capability within the IEG4 product set and
we can only see further expansion into other areas where the key entity is a case rather than individual
business processes. Digital Concessionary Travel is documented here but we would highlight the flexibility
offered by IEG4’s product set which will allow us to support a wide range of case management needs.

As councils grasp the importance of digital systems and citizen's expectations increase, the inherent
complexities of a council need to be presented in a simple to use, intelligible manner, both to the council
employees and to the citizen.
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Digital Concessionary Travel
System - Blue Badge, Freedom
Pass & Taxi Card

IEG4's Digital Concessionary Travel System - Blue Badge, Freedom Pass and Taxi Card (DCTS hereon in)
platform is an intelligent service that enables councils to manage all applications from submission to badge/
pass production. It has been designed to drive maximum efficiency through the streamlining and automation
of processes resulting in faster decisions for citizens and more efficient use of officer time.

As councils grasp the importance of digital systems and citizen's expectations increase, the inherent
complexities of a council need to be presented in a simple to use, intelligible manner, both to the council
employees and to the citizen.

The Concessionary Travel model applies these principles, by rendering Concessionary Travel applications
simple to process and ensuring the citizen journey through these processes are as easy as possible, with
information posted digitally at all stages throughout the application journey. The Concessionary Travel
approach is one of cohesive services that deliver consistent, attractive user experiences driven by

integration.

There are currently three distinct, but intrinsically linked, processes involved in Concessionary Travel. These
are Blue Badge, Freedom Pass and Taxi Cards.

The intention of this document is to outline the functionality provided within the platform.

Features

The key features of the DCTS platform are:

Case Management

The system is based around a Case Management hierarchy where the master record is the resident. Each
resident can have many cases and many workflows (processes). The benefit is that this hierarchy streamlines
progress tracking of all cases from application to order - in a single place — of all the processes related to
Blue Badge/Freedom Passes/Taxi Cards.

Dynamic workflows

The powerful workflows enable standardisation and automation of the processes, which in turn maximise
efficiency. This includes Applications, Renewals, Fast Track, Cancellations, Appeals and Misuse.
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Timeline

The system conducts powerful recording of all application & workflow interactions by date and by user, with
a comprehensive note facility for quick citizen updates.

Integrated auto-generated communications

Traditionally, time spent in creating personalised, documented communications with a resident may be both
time-consuming and labour intensive. This time is significantly reduced by automatically triggering
communications through a collection of standard templates. The templates have drop-down menus for
selection, thereby allowing textual content to be selected appropriate to the resident and the reasons behind
the communication. Internal documentation that needs a response is also created in the same way.

GOV.UK Pay & GOV.UK Notify

There is full integration with GOV.UK Pay enabling payments/refunds to happen automatically. GOV.UK
Notify can be used to communicate with applicants via SMS/Letter/Email at specific agreed points
throughout the entire process.

Document Management

Documents that are part of the DfT application are transferred to the DCTS via an API link. Missing evidence
and other additional documentation required for assessment approval can be up-loaded by the resident
through a self-serve portal and saved within the application. All documents are linked to cases and citizen
records.

Advanced reporting and audit

This enables the analysis of the entire Blue Badge process to effectively plan and manage Blue Badge
services. Advanced operational audit and reporting adds powerful insight into day-to-day operations.

Freedom Pass

IEG4 provides a digital Freedom Pass application form that can be completed by residents through online
access to the council’s website. In this way, the data input is transmitted directly to the Freedom Pass CMS,
which dynamically creates a case with a specific workflow, along with a .pdf copy of the application form and
any evidence uploaded.

There is also the facility to enter the application manually into the system and a case created. Whether a form
is completed online or in paper form, the same dedicated workflow is triggered. The council can then
progress through the workflow following their normal operating procedures for assessing Freedom Pass
applications. *

The system holds all the data necessary for dynamic transmission to ‘London Councils’ for the printing of the
Freedom Pass. **
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Taxi Cards

IEG4 provides a Taxi Card application form that can be completed by residents through online access to the
council’s website. In this way, the data input is transmitted directly to the Taxi Card CMS, which dynamically
creates a case with a specific workflow, along with a .pdf copy of the application form and any evidence
uploaded.

There is also the facility to enter the application manually into the system and a case created. Whether a form
is completed online or in paper form, the same dedicated workflow is triggered. The council can then
progress through the workflow following their normal operating procedures for assessing Taxi Card
applications. *

The system holds all the data necessary for dynamic transmission to ‘London Councils’ for the printing of the
Taxi Card when direct APl access is available from ‘London Councils. **

Notes

*You must be licensed for the Blue Badge functionality in order for Freedom Pass and Taxi Card capability to
be available as an option. i.e. The Blue Badge functionality is a pre-requisite to then being able to choose the
Freedom Pass and/or Taxi Card functionality. You cannot use DCTS solely for Freedom Pass or Taxi Card

applications.

** Freedom Pass and Taxi Card are an inclusive part of the DCTS for London Boroughs. It is a chargeable
option for other local authorities.

Intuitive user interface

The system has a carefully designed, easy-to-navigate user interface that decreases on-boarding time and
effectively minimises staff training costs. The following section walks through each of the functions.

Recent

Recent provides quick access to cases so you can quickly go back to any recent applications (this only
applies to your current session).
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Create Person

To enable councils to support paper forms, there is a facility to enable you to manually create a person.

You can then begin to update the case with the appropriate application data.

#1
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Local Search

There is a comprehensive Local Search facility which enables users to search for Cases within the DCTS. You
can perform a Basic Search using the following criteria:

- Badge/Pass/Card Number
- Case reference number
- Last name

We also recognise that you may not have this information to hand, so search can also be through using the
Advanced function. Cases can be searched using the following fields:

- First Name
- Last name
- DOB

- Email

- Postcode

- NINO

There is also a wildcard feature built in within each search field. The wildcard is denoted by %. For example, if
you want to find all cases with the first three letters of the last name “bowman” they would enter “bow%"”
into the last name search box field.
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National Search & Case Import (Blue Badge only)

The National Search function provides a seamless and consistent user experience for search as the local
search. This search is powered by the DfT’s APIs and, as such, the criteria you can search on are:

- Badge Number
- Name

- NINO
-  Postcode

Allowing access to the DfT National Database results in the badge detail view being made available:

A significant time saving function within National Search is that, if a person is located within another council,
but has subsequently moved into your council, it is possible to import their information into our system,
which automatically creates a case.

Work Items

Work items provides you with a single view of work that is currently outstanding.
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We have designed the system so that Work items can be filtered by the type of workflow and its stage, case
type, whether it is a “Terminal’ case and by age. An integral part of Blue Badge is to comply with Statutory
dates in terms of the time taken to complete an application. To this end we have introduced a BAR (blue/
amber/red) target indicator. This can also apply to Freedom Pass and Taxi Card where a time taken can be
set (even though it is not mandatory to do so). This can be seen in the cases above.

Work items can also be filtered by ‘last updated’ date range, the default range is set to the last previous two
weeks. Work items can also be filtered by a date range and search results are retained when navigating away
from and back to this screen.

SLAs

The target times that drive whether something is blue, amber or red are configurable by you within settings
for each stage of a process. Targets can be set for the following:

- Minutes
-  Hours
- Days

Once the stage becomes active, the timer starts, and the system will automatically activate a countdown.
The countdown is displayed as three alerts.

-  Blue/Green = 0% >
- Amber = 50%>
- Red=75% >
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The percentage is calculated using the set target time within the stage. For example, if the target time is set
for ten days the percentage would relate to the following:

- Blue/Green = 0 days > up to 10 days left
- Amber = 5 days > up to 5 days left
- Red =7.5days > up to 2.5 days left

The amount of time left per target time is displayed within the Work items and with set individual workflow
stages.

Integration (Blue Badge only)

An integral part of the DCTS is to be able to view the status of the request to the DfT for the printing and
distribution of the Badge. This function shows the integration actions that exist between the DCTS and the
DfT.

The integration we have to the DfT includes the following:

- Find Badges
- By Name
- By Postcode
- ByLA
- By period
- Find Applications
- By Name
- By Postcode
- ByLA
- By period
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- Order Badges

- Cancel Badges

- Request Replacement Badges

- Transfer an application from one council to another

- Update the details on a Badge e.g. name/contact details

Export (Blue Badge only)

There is a wealth of Reports available within the system, however, you may wish to Export data for your own
purposes.

For example, having a record of ‘Expiring Badges’ due to arise over the next two months will allow you to
determine the workload capabilities for the Blue Badge staff over that period. This function allows you to
export data to a .csv file.

Working on cases

When working on a case, there is a single ‘case view’ screen that provides access to all of the areas needed to
process the work. The different elements of a case are displayed in a tabbed menu near the top of the screen.

Summary

The summary provides basic detail (contact information, phone etc.) about the case but also includes the
case type (Application, Renewal, Cancellation etc.,) and the Source of the Application (Online, Paper). Other
areas include the Tags that are applied during the Workflow process to inform the applicant through the self-
serve portal of the current status of the application. If a badge already exists on the DfT this would be shown
next to the DOB.
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Those fields that are identified by having a pencil beside them means that these are editable by users with
the appropriate permissions. For audit purposes, every change to these fields is recorded in the Timeline.

Online Application (Blue Badge only)

The Online Application tab for Blue Badge contains the information passed from the DfT forms. The
application data from the form is displayed under the following headings:

- Applicant detail: Contact information of the applicant.

- Contact detail: Contact information entered by the helper/family friend.

- NINO: The NINO entered by the applicant.

- DfT Payment: If payment was taken at point of application, it will be detailed here.

- Current Badge: If the applicant provided any existing badge number during the application
process it will be detailed here with expiry date, and a link to view the full badge data.

- Eligibility: This is input reference data supplied by the applicant on the actioned eligibility
questions if any.

- Walking: Much more detail where the scenario is related to walking ability. Including Aids/
Treatments/Medication/Healthcare professionals etc.

- Use Contact details: With the DfT application form now capturing helper/family member contact
details, there is an option to decide where any communication is to be sent - applicant or other
contact. This can be changed at any time during the case management workflow process.

Online Application (Freedom Pass and Taxi Card)
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The Online Application tab for Freedom Pass and Taxi Cards contains the information in .pdf form of the
application data.

Documents

Documents that are part of the DfT Blue Badge application are automatically transferred to the DCTS via an
API link, and these documents are automatically tagged by the DCTS, such as Proof of Identity (POI), Proof
of Address (POA), Photograph and these Tags are reflected automatically in our system. For Freedom Pass
and Taxi Cards, the online entry form is an IEG4 product form, but again documents are automatically
transferred through the IEG4 protocol links.

Missing evidence and other additional documentation required for assessment approval can be requested
using in-built notifications functionality. Plus, through the self-service function, supporting documentation
can be uploaded by the resident through a self-serve portal.

You can then add your own Tags to these documents so that they are recognisable to anyone who views the
Case.

If an applicant sends in paper documentation, this can be scanned and then ‘Uploaded’ to the Case through
the ‘Upload’ link.
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Tagging Documents

Tagging documents enables documents to be quickly filtered upon. E.g. instead of searching through what
could be up to 20 documents, in the case of a Hidden Disability Blue Badge Claim, a user can simply filter by
the document type’s tag.

Workflow

The workflow is the heart of the DCTS system. It contains all the stages and outcomes linked to the
application/workflow type. Stages are the work processes that you would expect to perform your normal
working procedures. Each stage can have one or many outcomes enabling you to branch to an outcome
based on the decisions you are making within your process.

For example, having made the initial decision that you are missing information from the applicant and
requested that information by a previous stage and outcome, you then have a decision to make as to what

you wish to do next. Below is an example of where the above has occurred and your next decision has to be
made:
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Upon progression, any associated actions programmed into the outcomes are applied to the system. These
actions could be to automatically send an email or a letter or an SMS (via GOV.UK Notify) to the applicant
requesting further information. For example, if the outcome above is ‘Missing Information still Incomplete’
then a further e-mail would be automatically sent to the applicant requesting the missing information. The
workflow is a powerful tool that simplifies your working procedures and makes communication with the
applicant a simple process.

The system has a number of standard workflows:

- Application

- Appeal

- Fast Track

- Replacements

- Cancellation

- Change party data

- Customer Uploads Received

- Organisations (in Customer testing phase)

Timeline

The system has a very powerful timeline capability which enables you to track a workflow through from start
to finish. The Timeline tab contains the entries made by selecting outcomes within the workflow. The entries
are pre-configured in the system to reflect the outcome status selected throughout the workflow.

You can use the Timeline to check on the progress of the application/workflow. Timeline entries can be
configured at the time of integration but cannot be edited.

Timeline entries are also made each time the applicant signs-on to the self-serve portal and records the
activity that takes place.

Also timeline entries are made when any change to editable fields has taken place showing the ‘From’ text
and the “To’ text.

Notes

Notes are added at certain times throughout the workflow process and are set at specific outcomes. Along
with the capability for an officer to create notes at various stages throughout the workflow process (the
operator having the right User permissions to do so) which gives a powerful recollection of the decisions
made throughout, and helps toward any review that could possibly be made at any time throughout the
process.

It is also possible to set a note as “Important”. Upon submission of the important note, a notification figure in
red will display on the NOTES tab indicating the number of important notes on the case.
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Security

The system supports the ability to quickly add users and for these to be associated with security groups.
Security groups are designed to enable common permission sets to be easily

grouped and added to multiple users. E.g. to give permission to only access/work on certain functions/
stages within cases. This is especially important when one considers the possible sensitive nature of the
documentation that is held within the system.

Reporting Functionality

A full set of pre-defined reports written in Power Bl exist as standard. Written to ensure full auditability with
enhanced tracking, this system contains up to 54 different reports, the majority of which have a number of
filters. Namely:

- Active Badges/Passes/Cards by Application Type

- Active Badges/Passes/Cards by Age Group

- Active Badges/Passes/ Cards by Application Channel

- Active Badges/Passes/Cards by Eligibility

- Active Badges/Passes/Cards by ‘Resolved By’ Status

- Badges/Passes/Cards by Status

- Issued/Cancelled/Replaced Badges

- Issued Passes/Cards

- Issued/Cancelled/Replaced Badges by Month and Status

- Issued Passes/Cards by Month and Status

- Issued/Cancelled/Replaced Badges by Status, Month and Channel

- Issued Passes/Cards by Month and Channel

- Issued/Cancelled/Replaced Badges by Status, Month and Eligibility

- Issued Passes/Cards by Month and Eligibility

- Active/lssued/Cancelled/Replaced Badges by Eligibility

- Active/lssued Passes/Cards by Eligibility

- Active/lssued/Cancelled/Replaced Badges by Month

- Active/lssued Passes/Cards by Month

- Active/lssued/Cancelled/Replaced Badges by Month and Eligibility

- Active/lssued Passes/Cards by Month and Eligibility

- Active/lssued/Cancelled/Replaced Badges by Eligibility

- Active/lssued Passes/Cards by Eligibility

- Total Expiring Badges/ Passes/Cards by Month

- Total Expiring Badges/ Passes/Cards by Month and Eligibility

- Total Expiring Badges/ Passes/Cards by Month and Age Group

- Heat Map of Expiring Badges/Passes/Cards

- List of Expiring Badges/Passes/Cards Linked to CMS

- Applications by Age Group filtered by Date Range, Application Source, Eligibility and Age Group

- Applications by Gender filtered by Date Range, Application Source, Eligibility and Age Group

- Applications Outcome by Application Date filtered by Date Range, Application Source, Eligibility
and Age Group

- In Progress Applications by Application Date filtered by Date Range, Application Source, Eligibility
and Age Group
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Applications Issued by Application Source filtered by Date Range, Application Type and Ward
Applications Issued by Application Type filtered by Date Range, Application Source and Ward
Badge Applications by Location and Eligibility filtered by Date Range, Ward and Age Group
Badge Applications by Location and Automatic or Non-Automatic filtered by Date Range, Ward
and Age Group

Application Details by Application Type, Application Source filtered by Date Range and Ward
Application Renewals by Eligibility filtered by Date Range and Age Group

Application Renewals by Month filtered by Date Range and Age Group

Application Renewals by Source filtered by Date Range and Age Group

Badge Applications with Appeals by Eligibility filtered by Date Range, Application Source,
Application Type and Eligibility

Badge Applications with Appeals by Application Status filtered by Date Range, Application
Source, Application Type and Eligibility

Applications by Missing Item Type filtered by Date Range, Source and Application Type
Applications with Missing Items by Month filtered by Date Range, Source, Application Type and
Missing Item

Applications for a specific Missing Item by Month and by Source filtered by Date Range, Source,
Application Type and Missing ltem

Work Outstanding by Workflow filtered by Date Range and User

Work Outstanding by Stage and Days on Stage filtered by Date Range and User

Completed Workflows filtered by Date Range, Workflow and User

Workflow Stages by User filtered by Date Range and User

Workflow Stages by User filtered by Date Range and User

Badge Payments by Status filtered by Date Range, Payment Status, Source and Application Type
Badge Payments by Month filtered by Date Range, Payment Status, Source and Application Type
Overdue Badge Payments filtered by Date Range, Payment Status, Source and Application Type
Refunded Badge Payments filtered by Date Range, Source and Application Type

Number of Badge Payments by Month and Provider filtered by Date Range, Payment Status,
Source and Application Type

Issued Badges/Passes/Cards by District and Eligibility filtered by Date Range, Application
Channel, Gender, Age Group and Eligibility

The reports are visual, interactive and dashboard based as the screenshots on the following pages illustrate:
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It is possible to jump directly to the case in question by clicking on a row in the above table.

Finally, the data from each of the reports can be exported to CSV for view/manipulation in Microsoft Excel.



o
'egm Digital Case Management for Local Government Digital Concessionary Travel System #21

Self-serve

Self-serve is a core part of the DCTS, as it enables councils to focus on their tasks with the application and
assessment of Concessionary Travel, whilst enabling citizens to take more control of their application. Self-
serve saves councils significant time in processing, chasing information and eradicating avoidable contact to
the customer service team. This is achieved by three key functions:

- Application status
- Document Upload
- Payments

The self-serve portal is a digital platform designed to enable the digital transformation of how council
services are delivered and used. It provides simple to understand, personalised content that is designed to
ensure citizens can self-serve their queries quickly and easily. It has customisable service areas enabling all
council areas to have specific content/FAQs surfaced to citizens, which are also customisable.

The first time a customer logs into the portal they will be asked to link their application to their personal sign-
on by requesting the Application Reference as shown on any communication you have sent along with their
Surname and Year of Birth.

This aspect of security is essential in ensuring only the correct data for the individual resident is made
available. Once the application is completed and being assessed by the Local Authority, the citizen has
access to the council’s self-serve portal. At each stage through the Application process, the self-serve portal
is updated with detail of where the application has reached.
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Furthermore, during the process, automatic communications are sent to the citizen alerting them to login
into the self-serve portal and take appropriate actions to further their application.

For example, during the workflow process a resident may need to supply further information for the Expert
Assessors to allow them to make their decision to order the Badges.

This is done automatically within the system and an email sent requesting the further evidence, with a link on
the e-mail to the self-serve portal to allow the resident to achieve this by uploading the requisite documents
through the portal, the documents are then attached to a new Workflow, which when completed,
automatically posts the documents to the residents case.
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Uploads

By using the link, the resident will see the current status of the application with the ability for the resident to
upload the required evidence. Documents can be uploaded in multiple formats including DOC, PDF, JPG,
PNG, DOCX, MP4 (up to 320MB), MOV (up to 30MB), ODT, TXT.

This upload automatically generates a self-serve document workflow ‘Customer Uploads Received’ within
the Case, notifying an officer that new documents have been uploaded, allowing you to read and Tag the
uploaded documents on the resident’s application case.

The example below shows what the citizen will see when uploading their documents within
Self-serve:

This personalised view is updated at each stage of the process through the application and ensures that the
resident is up to date with progress. Most importantly from your point of view is that this knowledge hugely
reduces the number of calls taken by the Blue Badge team from residents asking about the status of their
Blue Badge application.

Payments

One of the important features of the IEG4 service is the seamless integration with GOV.UK Pay, which
leverages this function to provide the resident with the ability to pay direct within the Self-serve portal.

Having reached the stage in the workflow where payment is required for ordering the Blue Badge, the system
informs the resident of this necessity and asks them to pay online through the self-serve portal.
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By clicking on the ‘PAY’ button the following is an illustration of what the resident will see if paying through
GOV.UK Pay.

Once payment has been received, the system shows payment confirmation with Self-serve. The exact
payment information is also immediately viewable within the Blue Badge Case management system under
the Payment Tab.

The portal also enables citizens to share their account with family member/carers so that
they can manage the checking/paying/uploading of documentation if applicable:



