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Microsoft Citizen Service Platform
Microsoft Citizen Service Platform Demo
CSP Templates Overview

Demo Script Version 1.2 for CSP Version 1.6

Date: 


[bookmark: _Toc219793266]Introduction
Welcome to the online demo of the Citizen Service Platform. This demo allows you to work through a number of scenarios that illustrate how CSP can deliver value to your organisation.  Please report any errors, omissions or suggestions for this document to cspquery@microsoft.com.
[bookmark: _Toc219793267]Before you begin
This demo runs from the Microsoft Public Sector Demos site located at http://microsoftpsdemos.com.  To run the demo, you need to be registered on the site. To register follow the simple instructions on the Microsoft PS Demos site.  Once you are registered, log in to the site and navigate to the Citizen Service Platform Demo in the solutions catalogue and run the demo.
If you are not logged in automatically use the username: Administrator with password: Pa$$word1
Technical Support
If you experience any problems in either launching or running the demo, you can send email to psdemos1@microsoft.com. There is also a Help link on the page that provides more information on the Demo Site and the operation.
Site requirements
1:  Windows 7, Windows Vista SP1 or Windows XP SP3.  If you do not have required service pack installed, you can still access the demo site using the Citrix client and Web Interface. 
2:  This site (http://*.microsoftpsdemos.com) needs to be configured as a trusted site in Internet Explorer. 
3:  Change your Internet Explorer settings to enable scripting for Microsoft Terminal Services Client Control ActiveX. 
   - Internet Explorer - Internet Options - Security - Trusted Sites - Custom Level 
   - Set 'Initialize and script ActiveX controls not marked as safe for scripting' to 'Prompt' (recommended) or 'Enable'. 

CSP Template Overview
This demo script walks you through some scenarios that demonstrate the solution templates that are hosted on CodePlex at www.codeplex.com/csp.
The solution accelerators that are show in the walkthrough are:
· Contoso City Portal
· Agenda Management
· City TV
· Live Agent
Products/technologies featured: SharePoint, InfoPath Forms Server, Dynamics CRM 4.0 and Virtual Earth



The Contoso City Portal – Citizen Portal
	The Contoso City Portal solution accelerator has two sides to it – an intranet for Government employees to collaborate and a public portal for interaction with Citizens.

We will walk through some of the main features of the public facing portal.


	Actions
	Talking Points

	Open Internet Explorer and click on the Citizen Public Portal link which will open the portal
	This is the home page for the Citizen and is divided up into different sections as described below
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The visitors to the site can be broadly broken into three categories – Citizens, Businesses and Visitors.  This section allows you to give people suggested links dependent on why they are on the site.
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Members of the Government team can host blogs to start a dialog with people and let people keep up to date with what is going on and the issues facing the city

The Events section allows the advertising of new events within the city that might be of interest

The Contoso Info gives a further way to break information into logical goups for different audiences

The Contoso Today is a set of Key Performance Indicators that are automatically generated from data.
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By browsing through the menu at the top you can see the more standard content management structure that the site holds.


	On the home page enter the following details into the Citizen Login box:
Username: djohnson
Password: password
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	The site also allows people to log in and see more information about themselves and interact with the Government via online forms

	You should now be logged into the site
	The My City page loads and contains a number of web parts, including: 

My Profile: This has the contact information for the citizen which is actually stored in Dynamics CRM.

My Cases: This shows the current active cases that the citizen has with the City. The data is retrieved from Microsoft CRM.

My Property: This shows the location of the citizen’s registered address on a Virtual Earth map.


	END
	



Contoso Live Agent and Contoso CityTV 
	This scenario is designed to show two main things:
· How to offer another access channel to Government Services using a Live Agent accessible from Windows Live Messenger. This can be particularly relevant when trying to reach a younger citizen audience
· Delivering a rich online video experience for a city using CityTV. This allows citizens and council officials to publish videos about the local area, facilities, public safety and informational media, etc

In the demo, a citizen wishes to find out more about an indoor surfing school that has recently opened in his area. Using Live Messenger he interacts with the Contoso Live Agent and gets a link to a video on the Contoso CityTV site which shows him what the surf school looks like. He can then use the Virtual Earth integration to see where the Leisure Centre is located.
This demo is based on solutions developed by Wygwam in Belgium and the full version is running live at the city of Waterloo, Belgium


	Actions
	Talking Points

	From the desktop, Launch Live Messenger from the notification area (if not already running) and sign in.
NOTE: You will need to sign in with your own Live Messenger ID. If you do not have one, please go to http://www.live.com, to create a Live ID. When you are signed in to messenger, add wygrabbit3@hotmail.com as a contact. This is the Contoso Live Agent.
	

	Start a conversation with Contoso Live Agent
	

	Type “Hello”
	The Live Agent responds with the root menu for Contoso.

	Type “2” for Sports and Leisure
	The Live Agent responds with the Sports and Leisure Menu

	Type “5” for Swimming
	The Live Agent responds with Swimming menu. You can see there is an item for the new surfing school.

	Type “3” for NEW! Surf School
	The Live Agent responds with a link to the CityTV website. Note: The navigation for the Agent and all the menu items are managed through the Contoso Civil Servant Portal and are fully configurable by an Administrator.

	Click the link
	The CityTV portal opens with a video about the new Contoso Leisure Centre, which shows the new Surfing School. 

	Move your cursor over the video pane in the top left of the page and the Silverlight player controls will appear, click the Play icon to play the video
	Note that this site uses Silverlight video streaming.

	To see the location of the video in Virtual Earth, click the small globe icon next to the Icon of the Contoso Leisure Centre video on the left. 
	A Virtual Earth map loads with a pushpin showing the location of the Leisure centre. When videos are published to the site, GPS coordinates can be added to specify location information. All videos have metadata including Tags, channels, and GPS coordinates. You can search using Tags, or view all videos using the VE map.

	END
	






Council Meeting Management
	This scenario is about paperless council meetings and illustrates how the Contoso Intranet site can be used to prepare council meeting agendas, initiate voting on proposal items in the agenda and then generate minutes of the meeting.
The solution is based on Board Meeting 2007- Town Hall edition developed by CaveDigital of Lisbon Portugal. The full version is running live at the city of Porto, Portugal.
The demo requires you to switch users within the demo to act out the roles of the various roles in the meeting. The three users you will use in the scenario are:
	Member Name
	Role
	Login Name
	Password

	George Miles
	Mayor
	geomiles
	Password1

	Mary Silver
	Participant
	marver
	Password1

	Isaac Parker
	Secretary
	isker
	Password1




	Actions
	Talking Points

	First Step: Provisioning the meeting

	Open Internet Explorer and click on the link at the top of the window: Civil Servant Intranet.
	This opens the home page for the Contoso Civil Servant Portal. You will be logged in as the current user: Contoso Admin. 

	Click on “Welcome System Account” at the top of the page and select “Sign in as Different User”
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	For this step we will act as a meeting secretary to provision the meeting.

	Login as the Council meeting secretary with 
username= isker
password=Password1
	You are now logged in to the civil servant portal as Isaac Parker, a meeting secretary for Contoso City Council.

	On the “My Quick Links” at the left, click on “Council Meetings”
	

	Click New, Item on the top of the calendar. 
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	This opens the Contoso City Council Meeting Calendar. We now need to create a new meeting.

	Enter a title for the meeting e.g. “Full Council Meeting”
	a form for the council meeting loads which you need to complete as follows:

	Enter a location for the meeting e.g. “City Hall”
	

	Optionally, enter a description for the meeting e.g. “Full meeting of the Contoso City Council, open to the public.”
	

	Enter a date and times for the meeting.
	

	Add the meeting participant Mary Silver by clicking on the address book icon. 
	

	Add Isaac Parker as meeting secretary by clicking on the address book icon.
	The Mayor (George Miles) is added by default to all meetings.

	Add Katie Sparker as legal adviser by clicking on the address book icon.
	Every meeting must have at least one secretary assigned.

	Click OK to confirm the meeting.
	By law, every meeting must have a legal adviser assigned.

	
	You will now be back at the meeting calendar. You will see an entry for the meeting you just created.

	Adding a proposal to the meeting
	

	Click on the meeting you just created in the Calendar. 
	

	Click on the url to the right of “Meeting Site”. 
	This opens a page with the details of the meeting and a link to the meeting workspace.

	Click on “Upload->Upload Document”. 
	You are now in the meeting workspace for the council meeting you created. This is where we add agenda items to the meeting and control the voting process.

	Click Browse to select a file to upload, navigate to the desktop and select <Proposal1.docx>to Upload 
	This opens a page where you can upload an agenda item.

	Click OK in the upload page. 
	

	
	You will be returned to the Council meeting space. Notice that for the document you added to the meeting, the Approval Status is Pending.



	Second Step- Approving proposals for inclusion in the meeting

	Click on the arrow to get the document menu on the “Proposal1” in the Meeting Agenda web part and select “Approve/Reject” from the menu. 
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	This now opens the Approval page.

	Click “Approve”
	This changes the Approval Status of the Proposal1 Agenda item to “Approved”. This means it is included in the meeting and is able to be voted on.
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	Third Step-Voting on the agenda item

	In the meeting web part, click on the arrow to get the document menu for the Proposal 1 agenda item and select “Workflows”. 
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	The Workflows page opens. This shows all possible workflows that could be applied to this document. We are interested in Proposal Voting...

	Click on “Proposal Voting” 

	The Voting Workflow page opens

	click on the “Start Voting” button 
	This starts the voting workflow and allows the meeting participants to vote on the agenda item. You will now be back at the meeting space page. Notice the result icon has changed for the proposal you just approved indicating that voting has started. 

	
	

	At the top of the page, click on “Welcome Isaac Parker” and select “Sign in as Different user” from the menu.

	You now need to switch users to Mary Silver in order to cast her vote on the proposal

	Login as username= marver, password=Password1

	You will now be in the meeting space as before, but as the meeting participant Mary Silver.

	In the “User Tasks” web part, click on “Please vote on Proposal1.docx”
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	The voting page loads.

	Click “Vote in Favour”.
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	This will record the vote and take you back to the meeting space. Notice you can also Vote Against and Abstain from voting. 

	At the top of the page, click on “Welcome Mary Silver” and select “Sign in as a different user” from the menu.

	Now you need to repeat this process for the Mayor, George Miles.

	Login as username= geomiles, password=Password1

	You will now be in the meeting space as before, but as the Mayor George Miles.

	In the “User Tasks” web part, click on “Please vote on Proposal1.docx”
[image: ]

	The voting page loads.

	Click “Vote in Favour”. 

[image: ]
	Notice you can also Vote Against but as Mayor you cannot Abstain from voting as in the event of equal votes, the Mayor has the deciding vote. This will record the vote and take you back to the meeting space.

	
	The voting process for the proposal is now over, notice that the result of the proposal voting is shown in the Meeting Agenda web part next to the agenda item.
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	Fourth Step-Generating the Meeting minutes

	At the top of the page, click on “Welcome George Miles” and select “Sign in as Different user” from the menu.

	We now need to switch back to the meeting secretary and generate the meeting minutes.

	Login as username= isker, password=Password1

	You will now be in the meeting space as before, but as the meeting secretary Isaac Parker.

	In the “User Tasks” web part, click on “Generate meeting minutes”.


	This generates the meeting minutes for the meeting.
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	Click on “View meeting minutes” to see the generated meeting minutes document. 
	The document you are now looking at is based on an Open XML template for the minutes with the generated data from the results of the voting on the proposals.
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Citizen and Intranet portals integrated with CRM
	This scenario shows how a citizen can request a special waste collection using an online service and how the civil servant can use CRM to progress the case. Once the collection is complete, the user will be sent a link to a survey to get feedback on the quality of the service.
You will also see how a civil servant working in a contact centre with Dynamics CRM can initiate a case from a citizen who phones in.
Following that you will see how you can do some Geo-Analysis on the citizen feedback data and also generate a report to summarise the satisfaction levels of citizens.


	Actions
	Talking Points

	First Step-Creating the citizen request
	

	Open Internet Explorer and open the Citizen Public Portal from the tab at the top.
	

	Log in as the citizen David Johnson, 
Username=djohnson, 
Password=password
	The My City page is now displayed. Notice the cases listed on the My City page

	In the navigation on the left, click “Online Services” 
	A list of available online services for citizens is displayed. Here we are interested in requesting a waste collection.

	Click on “Waste Collections”
	The Infopath form for Waste Collections loads. Notice that the base data for the citizen is already pre-populated from the data held in Dynamics CRM as the citizen is registered.

	Fill in the form as follows:
	

	Type of Waste = Domestic
	

	Waste Description = "Please pick up one cupboard and two chairs"
	

	Address = Contact Address
	

	Choose a day and morning or afternoon for the collection
	

	Click Submit to send the form and data to the portal.
	This submits the form to the portal, which passes the data to Dynamics CRM and generates a case in the system. The user also receives an email confirming receipt of the request for Special Waste Collections. A confirmation page is displayed once the form data has been submitted.

	Click on My City from the top navigation bar to go back to the citizen’s My City page.
	



	Second Step-Acting on the request
	

	In a new Internet Explorer window or tab, open the Civil Servant Intranet website from the button at the top
	Notice that there is a new case in the My Cases web part which is the one you just submitted from the citizen Djohnson. This is a list of all the open cases assigned to the Civil Servant.

	Click on first case ID in the list. 
	This opens the case we submitted in Dynamics CRM.

	Click on the Procedure tab
[bookmark: _GoBack]

	This allows us to view and verify the data submitted by the citizen.

	Once checked, close the procedure by clicking “Save and Close”

	



	Third Step-Scheduling the collection
	

	From the menu on the left, select “Activities” and then click New 
Activity with type Service Activity.
[image: ]
	This loads the activities associated with this case. As there are currently no activities defined, we will add a new one.

	Click “New Activity”
[image: ]

	This opens a dialog where we can select the type of activity we want to create.

	Select “Service Activity” from the list and click OK
[image: ]
	This creates a new service activity associated with this case. We can now fill in the details for the activity.

	Complete the Service Activity form as follows:

	

	Subject = Waste Collection Action

	

	Service = Waste Collection – Click on the magnifying glass icon and a list will appear, select waste Collection from this list and click OK.
[image: ]


[image: ]

	

	Resources = Sylvia Rems – Put your cursor in the Resources field and select Sylvia Rems on the Form Assistant Panel on the right.

[image: ]
	

	Location = Type "See Case"

	

	Scheduling Information = Enter the same information that was entered by the citizen.

	

	Click Save and Close.
	We have now scheduled the activity against this case and assigned it to Sylvia Rems. Let’s Assume that Sylvia Rems has now completed the Special Waste Collection activity; we now need to close the case. You will now be back at the Activities window.



	Third Step-Collection has completed
	

	We now have to assume that the activity has been completed and the waste was successfully collected

Double-click on the Waste Collection Activity to open it.
	

	Click on the Actions menu and select “Close Service Activity”. 
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	This loads a dialog asking for confirmation that the status will be changed to Completed.

	In the confirmation dialog, click “OK”

	

	Click Close
[image: ]

	The Service Activity associated with this case is now complete. You should now be back at the Activities window.

	Click on “Information” from the menu on the left.
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	In the case window, click on the drop down list for “State” and change the value from “Submitted” to “Procedure Finished”.
[image: ]

	

	Click the “Save and Close” icon at the top of the window. 
	This initiates the workflow to generate an email to the citizen confirming that the collection has been completed and which includes a link to a customer satisfaction survey on the quality of service he received for his waste collection.



	Fifth Step-Geo-analysis of Citizen feedback survey data
	

	Open Internet Explorer and click on the link for “CRM Site”
	This opens the Dynamics CRM Interface. We are going to analyse the survey data received from citizens about Special waste Collections.

	In the Dynamics CRM window, click on the “Service” tab on the left.
[image: ]
	

	Click on “CSP Procedures” on the upper left. 
	You can now see all the cases in the system that are citizen requests.

	Select all the cases by ticking the check box below “New” in the cases toolbar. 
[image: ]

	This will highlight all the cases.

	Click “Show Map” on the cases toolbar.
[image: ]

	A new window opens showing a Virtual Earth Map, with all the feedback data from the selected cases. Notice the colour coding for different levels of satisfaction. This is mapping the cases using Postal (Zip) code.

	Using the layer selector on the left, uncheck all the layers except “Dissatisfied Citizens”. 
[image: ]

	Notice we have a grouping of red pins to the right of Park Square Gardens. 

	Zoom into that area using the Magnifying glass + icon on the left.
	NOTE: Scrolling and or zooming the map may be slow depending on the speed of your connection to the demo server.

	Hover over a pushpin and you will see a pop up window showing some case information and a link to see the case details.
[image: ]

	

	Close the any open cases and the map window and return to the list of cases in Dynamics CRM

	

	Close the Dynamics CRM window.

	

	END
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