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Sector Snapshot 

• VALUE FOR MONEY 
•  COLLABORATION 
•  INVESTMENT & GROWTH 
 
Management, Cardiff Metropolitan University  

“Collaboration and innovation are vital given challenging budget pressures and 
potential  changes in the social, economic and political  landscape within Wales.  
 
A need to enhance output even further and do ‘more with less’ are increasingly 
becoming the norm for housing associations.” – The 2014 Financial Statements of 
Welsh Housing Associations, Lesley Griffiths AM, Minister for Communities and 
Tackling Poverty, and John Keegan, Chair of Community Housing Cymru 

 

“In 2013/14, housing associations in Wales spent 91 pence per day for every 
person in Wales. The sector has made that 91 pence go a long way. The money 
that has been spent directly by Welsh housing associations has generated 
another 91p per person per day indirectly, because every penny spent is income 
for somebody else. Housing associations pay a painter to redecorate a house. 
The painter buys paint and pays wages. The person receiving the wages buys 
food. This is the multiplier effect, and this year the housing association sector 
has had a combined economic impact of £2bn, 81% of which has stayed in 
Wales. 
 
That underpins 8,400 full time equivalent jobs in Wales and a further 12,950 jobs 
supported in the economy. Looking at Wales as a whole, this equates to almost 1 
in 70 people. Therefore 1 in 70 of those employed in Wales have a job that is, in 
one way or another, supported by the housing association sector. Investment in 
housing has clear wider benefits, and the challenge for housing associations is to 
continue to increase that 91p per person per day to build even more homes and 
create even more jobs across Wales. They seem to be doing a pretty good job.” - 
Christopher Parry, Senior Lecturer, Banking & Finance, Cardiff School of  
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Some Thing’s Have Changed Forever 

1980s 1990s 2000s 2010s 

Empowered 
Customers 

Digital is 
Humanized 

Knowledge 
Everywhere 

Internet of 
Things 

Mobile as  
Primary Channel 

Cross-Channel 
Service 

WHAT’S NEXT 

Offering service users 

accessibility and choice 

Channels, Devices, Technologies & Behaviors 
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City of Edinburgh Council 

Challenges 

• Reduce the unit cost of transactions  

• Increase the range of delivery channels  

• Improve customer satisfaction for 
transactions processed   

• Increase the range of Council services 
available online 

• Increase Council Tax collection rates by 
over £1.0m per annum 

 

Outcome 

• Improved customer experience 

• Complete channel shift 

• Unified single customer record 

• Integrated back office services 

• Customer portal 

• 300 Online service requests 

200 front office users - 8000 back office users - 300 service request types  
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• 60 contact centre agents, 5 with chat access 

• Reduced phone traffic and face to face contact 

• Accelerate self-serve & digital inclusion 

• Better service – 10 sec response, 1000 sessions per month – 70% resolved first point 

• Wide range of queries and agent transfer  

• “Trained to keep customers on website to resolve queries” – self serve, FAQ’s 

• Chat has now grown to include council tax advice and is part of wider digital strategy 

• Reduced operational costs 

 “95% of queries from our current web chat service will have resulted in an email or phone call instead.  I would encourage trying it 
and seeing how it will benefit your authority.  The pilot is an excellent way to start the journey.”  - Karen C, Head of Customer 
Services - Cornwall Council 
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Cornwall’s Experience with Web Chat 
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Cornwall Council 
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Cornwall Demo 
http://w.on24.com/r.htm?e=943565&s=1&k=A8B6D2DB937394A452D71B6640C5203B 
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http://w.on24.com/r.htm?e=943565&s=1&k=A8B6D2DB937394A452D71B6640C5203B
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ORACLE 
COMMERCE CLOUD 

ORACLE 
SALES CLOUD 

ORACLE 
MARKETING CLOUD 

ORACLE 
SERVICE CLOUD 

ORACLE 
SOCIAL CLOUD 

Cross Channel 
 Contact Center 

Knowledge 
 Management 

Web Customer 
 Service 

Policy 
Automation 

Service Cloud Platform 

Field Service 
Management 

The Oracle CX Portfolio 
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Social Self-Service 
Leverage the Power of 

Customer Knowledge 

Web Customer Service 

Email Support 
Complete Email 

Response Management 

Live Chat 
Industry Leading Chat 

& Proactive Chat 

Self-Service 
Pixel Perfect Support 

Sites and Widgets 

Smart Engagement 
Guides & Troubleshooters 

Integrated Knowledge 
Single Knowledgebase Across 

All Channels 

Mobile Self-Service 
Global Device Support 

 

Co-Browse 
In Depth Agent 

Assistance 

Connected, Engaging & Personal 
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Web Customer Service 

Web & Mobile Self-Service 

Social Self-Service 

Live Chat & Co-Browse 

Email Support 

Smart Engagement 

Industry Leading Self-Service 

Flexible Self-Service 

• From support sites to widgets, deliver 
knowledge where it’s needed most 

Pixel Perfect Branding 

• Match the look and feel of your brand 
with ease 

Mobile Customer Service 

• Deliver self-service on mobile devices 
around the globe 

Integrated Assisted Service 

• Provide access to live help when your 
customers need it 
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Web Customer Service 

Web & Mobile Self-Service 

Social Self-Service 

Live Chat & Co-Browse 

Email Support 

Smart Engagement 

Example Customer Sites 

{ 4M sessions/mo } 

{ 9.5M sessions/mo } 

{ 5M sessions/mo } 

{ 9M sessions/mo } 

{ 8M sessions/mo } 

{ 2M sessions/mo } { 4.5M sessions/mo } 

{ 5M sessions/mo } 

https://support.directv.com/
https://motorola-global-portal.custhelp.com/app/home/action/auth
https://motorola-global-portal.custhelp.com/app/home/action/auth
http://help-en-us.nike.com/app/home
http://www.yahoo-help.jp/
http://help.linkedin.com/app/home
http://btbusiness.custhelp.com/
http://help.walmart.com/
https://customerservice.macys.com/app
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Web Customer Service 

Web & Mobile Self-Service 

Social Self-Service 

Live Chat & Co-Browse 

Email Support 

Smart Engagement 

 

Live Agent Assistance 

Live Chat 

• Augment self-service with live agent 
assistance 

• Deliver via web & mobile 

• Commerce ready (PCI Compliant) 

Proactive Engagement 

• Leverage real time behavior & 
customer history to determine when  
to invite customers to chat 

Co-Browse 

• Enable agents to co-browse with 
customers when needed 
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Web Customer Service 

Web & Mobile Self-Service 

Social Self-Service 

Live Chat & Co-Browse 

Email Support 

Smart Engagement 

 

Efficient & Effective Email Management 

Email Management 

• Route and manage inbound emails 

• Define rich HTML responses, add 
personalized content and track clicks 

Ask a Question 

• Enable customers to submit questions 
directly from your support site 

Agent Efficiency 

• Automate escalations & workflow 

• Leverage Standard Text for fast and 
consistent responses 

• Use SmartAssistant to recommend 
the best answer 
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Web Customer Service 

Web & Mobile Self-Service 

Social Self-Service 

Live Chat & Co-Browse 

Email Support 

Smart Engagement 

 

Intelligent Assistance 

Guided Assistance 

• Provide step-by-step troubleshooting 

• Create guides quickly and easily 

SmartAssistant 

• Recommend the best answer based 
on a customer question 

• Reduce inbound escalations by up to 
30% 

Intelligent Routing 

• Leverage real time behavior and 
agent skills to match the right agent 
with the right customer 

 



Copyright © 2014, Oracle and/or its affiliates. All rights reserved.  | 

2014 Analyst Views & Recognitions 
Customer Service Solutions  

Leader 
CRM Suite for Customer  

Service Solutions 
Forrester Wave 

Leader 
since 2005 

Winner 
Best Solution Provider 

Winner 
Best Call Center Suite 

Leader 
Web Customer Service & 

Contact Center Magic 
Quadrants 



Copyright © 2014, Oracle and/or its affiliates. All rights reserved.  | 

Oracle Service Cloud Customers 
Communications Financial Svcs High Tech 

Higher Education Travel & Transport Retail Healthcare Media/Entertainmt 

Communications Consumer Goods Public Sector 
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Customer Success Stories 

HOW ORACLE CAN HELP 

CX 
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AOB and Questions 

Oracle Confidential 
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What Next? – Web Chat Proof of Concept 

• Web Chat, Live Environment - Set up for you with in 4 weeks for 3 
month’s 

 

• Delivered by Oracle Gold Partner – Connect Assist 

 

£2,000 + VAT 
(Subject to terms, conditions, approvals and availability) 
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1 

2 

3 

4 

5 

6 

7 

A Live Chat configuration in a production environment 

A conditional chat link that you can place where you wish 

Standard Text to allow you to use consistent greetings 

Reports to allow you to monitor the service 

A version of the same configuration in a test environment 

An agent workspace configured to your requirements 

A chat launch page with simple styling ✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

✓ 

Web Chat Proof of Concept Rapid Deployment Package 

For your investment of £2,000 you get an implementation package that will 
provide all you need to realize the benefits of a chat channel 

(Subject to terms, conditions, approvals and availability) 

 

 


