BAROMETER 2023

Citizen Experience

Since 2012, the AFNOR group has been feeding the be
Barome Citizen Experience, a national observatory oflare
reception and user relationship management hax
practices. Nearly 2,000 communities and public rare
structures participated in these mystery audits.

How it works ?

« 13 mystery auditsby structure over 2 months

« 3 steps:access, information/orientation and
processing of user requests

« 20 major determinantsuser satisfaction

« 400 itemsfrom the Qualivilles and Services
Publics + labels

« 6 contact channels:telephone, email, mail,
website, social networks and visit (optional)

The winners of the 2023 edition

CITY OF CANNES (06)
CAPE ATLANTIC REGION OF COUNTRIES OF THE
LOIRE

TOWN OF VERNON (27)

DEPARTMENT OF ISERE

TOURISM OFFICE
TOWN OF CERNAY (60) BANYULS-SUR-MER



https://www.onlinedoctranslator.com/en/?utm_source=onlinedoctranslator&utm_medium=pdf&utm_campaign=attribution

STATUS OF THE QUALITY OF WELCOME AND
RELATIONS WITH USERS IN 2023

_ The successful appeal rate tends to

deteriorate over the years. In 2013,
appeals were successful on the
first try against in 2023. The

e waiting time tends to lengthen (
messages sent to seconds in 2013 against23in 2023).

one day o?lr:vaer::g:.md i 86/1 00

is used much

less with a response rate of:

69/100 &)
O 88/1 00 displs;;e:

full compliance with
RGAA

publish a survey
summary

of satisfaction

have a
navigation aid device
(chatbot,
FAQ, tutorials, etc.)

© 567100
T ————— 67/100 @

( of letters answered in 2013

versus in 2023). e The response rate has
remained relatively stable
for 10 years, with one in two
emails not answered within 5
days.

And compared to the private sector?

® Private structures are better in terms of responsiveness, particularly on the email
channel where85%emails are answeredwithin 24 hoursagainst38%for the public
sector.

Public structures are better in terms of friendliness and courtesy of agents.In
2023,99%public sector emails contain a polite phrase against91%emails from the
private sector.
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1. “ACTIVE PARTICIPATION DEMOCRACY": THE
CITIZEN INVITED TO THE COUNCIL

~~~~~

Before each municipal council of the
city of Cannes, the agenda and
draft deliberations are available
online. Each citizen can then give
their opinion and question
elected officials who will respond publicly

on the city website.

3. MAPPING OF SITES OFFERING SUPPORT

FOR USES
DIGITAL

Whether it's a helping hand or
workshops to understand the use
from a PC, tablet or smartphone,
thedepartment of Isere
distributes online a map of sites
offering a public offer or
associative, accessible to all.
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2. MULTI-COMPETENCE MATRIX:

? TAKEN ACCOUNT OF NEEDS

AGENTS

To identify training needs
staff, thetown of Vernonhas created
a polyskills matrix which offers the
possibility of making a point
on the know-how of each employee
and to evaluate the acquisition

H new skills.

4. "INCLUSIVE LIGERIAN ACTOR™:

A LABEL PROMOTING ACTORS WHO
ARE COMMITTED TO INCLUSION

TherePays de la Loire region
wishes to encourage local
authorities to develop projects

favoring people with disabilities. She is
experimenting with a new label which
makes it possible to promote and give

visibility to the actors who
are specifically committed to
inclusion.


https://www.pressreader.com/france/nice-matin-cannes/20201127/281895890799191
https://www.pressreader.com/france/nice-matin-cannes/20201127/281895890799191
https://www.paysdelaloire.fr/mon-conseil-regional/toute-lactu-de-ma-region/les-actualites/ecrin-nouvel-appel-projets-de-la-region-pour-des-lieux-culturels-plus-accessibles

SOLUTIONS ADAPTED TO THE

MATURITY OF YOUR PROJECT

BAROMETER 1 WOULD LIKE TO PARTICIPATE IN THE
BAROMETER TO ESTABLISH A FIRST STATUS V —
AFNOR LOCATIONS OF THE QUALITY OF MY v
EXPERIENCE SERVICES AND COMPARE ME TO MY v
CITIZEN PEERS
1 WOULD LIKE TO HAVE MY PRACTICES 0
DIAGNOSTIC AND MY ORGANIZATION EVALUATED IN “
A FEW DAYS BY A PROFESSIONAL AND /02
INTERNAL INDEPENDENT AUDITOR, BASED ON 7z

RECOGNIZED REFERENCES

I WANT TO ENERGIZE REFLEXES
CONTINUOUS IMPROVEMENT OF MY
TRAINING TEAMS AND/OR UNITE MY STAFF
AROUND THE MANAGEMENT OF
RELATIONSHIP WITH USERS

IWOULD LIKE TO BENEFIT FROM AN AUDIT
PROFESSIONAL ON SITE TO

DIAGNOSTIC IDENTIFY THE PATH TO TAKE IN
FLASH VIEW OF A CERTIFICATION /
LABELING
1 REQUEST CERTIFICATION /
CERTIFICATION / LABELING TO RECOGNIZE MY
LABELING PERFORMANCE AND

VALUE MY TEAMS (7

Do you welcome the public? Participate in
the 2024 edition of the AFNOR Barometer
Citizen experience!

Meeting onhttps://www.afnor.org/secteur-public/barometre-

———————citizen-experercel—mm
or write to us-atseeterpubhe@afnor.org

Edited on December 4, 2023



