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Challenges in this phase

= organization-wide criteria for handling
customer contact forms in order to enable
integration of front offices in time

+ compliance with procedures and
arrangements within the service in order to
also actually implement the process-
orientated procedure

= set up of one telephone number for the
service and a website with answers to
frequently asked questions in order to
create one clear portal for the citizen
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+ ensure harmony with other services and
the local council management team in
order to make arrangements and to also
establish these across the local council

= appoint a "drawer” to organize the front
office, who also has authority over the
specialists within the service and who
addresses the employees about behaviour

* ensure that the direct-dial numbers and
personal e-mail addresses are no longer
used and inform people about this, both
inside and outside the local council
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