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Moving away from
paper-reliance

For many who are working on the front lines of government, the global pandemic has dramatically
accelerated demand for e-forms, automated processing and an improved online experience.

Often the lack of progress towards automation has been the inability to administer it. Automation
sits with an under-resourced IT team. The organization has only 1 SharePoint developer to share
around. The platforms used take days or weeks to deploy anything.

No-code workflow and process automation allows line-of-business government services to take
control of their own processes. Each of the 3 processes within this guide take 30-60 minutes to
build. By deploying these, you not only improve the customer experience, but also free up time for
your teams to spend on value-adding work.
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Public Records Requests

Steps to build
the process

This automated process allows members of the public
to make official information and privacy requests using
a Flowingly Public Form. Once the form is filled in by the
requestor, Flowingly will guide the team through the

Stop relying on shared inboxes to
assign tasks!

Automating your workflow leads to
less duplication of effort.

necessary activities so that all requests are seamlessly Globally, the average time an

. . employee spends on duplicated
completed. It will also keep the requestor updated via tasks is 4 hours 38 minutes per
automated emails. week.

Across Australia and New Zealand
Traditionally most official information and privacy requests that rises to 5 hours 7 minutes.

were completed via email, or in person using a paper
application. Flowingly completely replaces paper applications
and significantly reduces the need for email use. Flowingly's
out of the box task management and reporting features

make all public requests very easy to track and report on. This
significantly improves customer experience, compliance, and
auditability.
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Request official
information
Public Form

The Public Form can be accessed by anyone via your
organization's website or via a weblink. Once the form is filled
in by the requestor, a Flow is started. Flowingly then notifies
your Information team, who can then respond in a timely
manner by consistently performing the right activities.

Public Forms are a great feature that allow anyone with
or without a Flowingly login to get involved with the Flow.
Completing the Public Form kick starts the Flow.

Public Records Requests

Ay Flowingly

e CITY COUNCIL
Make an official information request

After submitting the form our team will be in touch with more information. If you are not
satisfied with our response you can contact:

+ Office of the Privacy Commissioner
« Office of the Ombudsman

Information Request Type:

Q Local Governments Official Information and Meetings Request

Q Privacy requests

Enter complete details of your request

Format v B I u = = = =
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Review request

Q  We cannot meet the 20 working day deadline

request

None apply - good to proceed

QO Need more information t 14
QO information is held by another government organisation and we need to transfer your ‘ t 6 ‘ ‘ 1 z 6i ’6 ‘ z e 6i ‘ ’ l
O

As soon as an official information and privacy request is

Review comments submitted, Flowingly will notify the Information Team, who can
Fomat v B I U % E ¥ 3 then assess if the request is possible, or if more information
= is required to be able to proceed.

Further information required? (optional)

Email confirmation
F/ow:'ny/y

As soon as an official information request is submitted,
Flowingly will send an automated email to the requestor.

You can fully customize the content of this automated email
to suit your organization’s communication style. Also any
information captured in the submitted form can be included
in this email for the requestor’s reference.

Details Design

Format v B T u E E E | = = i=

Hi {step.Request Official Information.Your first name},

Thank you for submitting an official information request. Your request has been completed.
Please see attached requested information:

{step.Process Request.Upload Information (to be sent to client)}

Please contact us via reply email if you have any more questions.

Tén3 koe,

Official Information Team



Why you should
be automating

Public Records Requests

Automating your Public Records Requests improves both the customer and employee experience.
From a customer perspective, they no longer need to print, sign and scan a paper form. They

complete an online form, and are kept informed of the progress of their request. From an

employee perspective, there is less data-entry, less chance of information being lost in email trails

and a To Do list they can stay on top of.

IMPROVE THE INCREASE
EXPERIENCE ACCURACY

Remove paper frustrations, Ensure that all records are
manual handling and recorded and maintained in
duplication efforts. Make full. Every record will be time-
the process easier for the and-user stamped, signatures
customer, and give your will be recorded, and all
employees more time on associated comments tracked.

value-adding activities.

Request
official info

Process
request

Review
request

Commonly overdue steps

SIMPLIFY THE
CHAOS

Remove the clutter of
requirements in records
requests to make the process
as straight forward as possible
for all parties.






Steps to build
the process

This Registration of Food Business automated process is
designed with the health and wellbeing of the general public
in mind. It starts with a Public Form which anyone can access
via your organization’'s website. Once the form is filled in by
the applicant, a workflow is started. Flowingly then notifies
your Licences and Registrations team, who can then respond
in a timely manner by consistently performing the right
activities.

Flowingly's easily customizable forms, and powerful process
execution engine, make it the perfect fit for all kinds of licence
and registration applications. An added benefit is that it
eliminates the need for paper applications and therefore
reduces waste.

Registration of a Food Business

Make workloads clear!

Having visibility over tasks, workload
and hold ups increases employee
motivation.

When knowledge workers feel clear

on their workload, their motivation

doubles, compared to those without
clarity.

Anatomy of Work, Asana
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Registration of a Food Business

—_— Apply for

S CITY COUNCIL

0 .
Apply for your food registration r eg | St ra t | O I |
4
Please provide the following documents and complete the below application form: ” ’c oi‘m

s A printout of your scope of operations outcome from My Food Results.

« A copy of your site plan showing the physical boundaries and layaut of your business for a

T The Registration of Food Business application form can be
+ Acopy of the confirmation letter from your verification agency, if we are not your . . . . . .
verfication agency. easily customized to suit your organization’s unique process.

1. Registration

Once you are done with customizing, you can choose to

QO NewBusiness
O Homeibased kichen make the form accessible via a weblink, or embed it into your
8 S organization's website. When an applicant completes and
\aret itchen
O Existing Business submits the form, the workflow is automatically started.

Review re-submitted  owingly
applications g
Licences & Registrations

If the Licences & Registrations team deems the

Approval

QO Approve

. . . . N O  Reject and send back to Review Application

application incomplete, an automated email will be sent )
QO Rejectand complete this flow

to the applicant, requesting the relevant information to

Comment

be resubmitted.

Once this is done, the Licences & Registrations team will
review the application again and approve it accordingly.

Submit

e TrEErE——— Email
. confirmation

Hi {step.Apply for Registeration.Name of contact person},

4
Thank you for submitting your application for food business. The application is succesfully completed. F/O W’”y y

Some comments from our team:
{step.Process Application.Comments}
The applicant will now receive an automated email from

Please see attached electronic copy of your licence. We will also send you physical copies and other

TSl oo tad o W st Flowingly with an electronic version of the licence(s).
{step.Process ication.Licences to be sent to applit }
Téns koe,

The completed Flow and the email summary serve as
an immutable record of the completed Food Business
Registration application.

Licences and Registrations



Registration of a Food Business

Why you should
be automating

Councils and public-offices often have hundreds of license and permit applications flying round at any
given time. Not only is this hard to track, it's near-impossible to pinpoint where the inefficiencies are.
Digitizing these applications will not only ensure tasks are assigned to the right people, but also help
you identify where you need to make improvements to the process.

IDENTIFY INCREASE USER BUILD A SYSTEM
BOTTLENECKS ENGAGEMENT OF RECORD

Build dashboards to identify Just like vvrhen theylal:e waiting AutomfaUcaIly reclc.)rd gvery
where license and permit ona couner parcel, keep your step of every app |cat|.on.‘
o customers in the loop about Understand why applications
applications are regularly held ] o
i , the status of their application. were approved, why they were
up, where expectations aren't o . .

X ) Process applications faster rejected, when each action
being met and how often this .
happens and make your customers feel happened and who actioned

' cared for. it.
Finance Manager HR Admin

Overdue steps by department






Steps to build
the process

This automated incident reporting process is designed

to enable any of your employees, with or without a
Flowingly login, to get involved with effective H&S incident
management. Enabling your team to easily be able to log
incidents from behind their desk or on a mobile device
ensures that no incidents go unreported.

Effectively reporting and managing incidents through to
closure not only increases your compliance, it also makes
sure that you will continuously improve your processes to
prevent reoccurrence in the future.

Incident Reports

Remove barriers to productivity!

Workflow automation helps
you remove the most common
productivity barriers:

* Responding to emails and
messages

* Chasing teammates to
complete work

* Following up on approvals and
feedback

\/@

Anatomy of Work, Asana
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Report incident
Public Form

The Report incident form is a Public Form that can be

Incident Reports

J‘,,D

aden
oot

accessed by anyone with a web browser with either a simple \l

web link or via your company’s intranet.

Public Forms are a great Flowingly feature that allow anyone

Report Incident

An Incident refers to all accidents, near misses or identified hazards. The end resultis a
successfully managed incident, updated hazard register, and improved processes to reduce
the chances of re-occurrence.

with or without a Flowingly login to get involved with the Flow. inckient Type

Completing the Public Form kick starts the Flow.

nJV Flowingly
Investigate incident
Investigation
Format v B T u abe E = =
= = B e
Related Process / (for C p )

Close incident and
record learnings
Human Resources

If the incident was successfully resolved, then the HR team
will be able to proceed to closing the incident and reporting
any learnings.

If the incident was not resolved, then the Flow can easily be
sent back to a previous step so that additional corrective
actions can be determined, to ensure that the incident is
successfully resolved.

Please Choose.. %

Description

Format 4 B i u B E F =

Investigate incident
Dynamic Actor

As this step is assigned to a Dynamic Actor, any of your
preferred Flowingly users can be selected to complete the
investigation.

The Dynamic Actor functionality allows for a lot of flexibility in
your Flows.

J‘TJ\UFI ingl
YU Flowingly

Close Incident and Record Learnings

Action Category

Please Choose... v
Please Choose...

Described the incident

Contained or temporarily fixed the incident

Investigated the root cause

Proposed a solution to prevent reoccurance

Implemented a solution

Verified that the solution was effective

CE e )



Why you should
be automating

A key component of any good health and safety program is ease-of-use. When there is an incident in
the workplace, most employees have to track down a form, print it off, fill it out, scan it and then figure
out who to send it to. All the while their own work is being held up. So they don't do it. Flowingly allows
your employees to quickly fill out a form on their phone or device on the spot, allocating all follow-up

tasks automatically.

MAKE IT EASY

Your employees will be much
more likely to log an incident
when it only takes them a few
minutes. Make it easy for them
to access on mobile, tablet

or PC. Enable them to take a
photo of the incident, instead
of writing an essay.

CLOSE THE LOOP

Access any incident with a
click. All records will be logged
in full, with remedial steps,
approvals and comments all
assigned and tracked in real-
time.

Public Records Requests

Registration of a Food Business

Incident Reports

Process an Invoice

Time taken per workflow

CONTINUOUSLY
IMPROVE

Incident reports should
provide a clear picture on what
the organization should focus
on resolving. Through follow-
up activities you will identify
what needs to be changed,
improved or eliminated.

Incident Reports
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