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Note:

This document is not exhaustive and is being constantly updated based on reviews from
customers, staff and questions asked during training sessions.

There is currently Questions and Answers around the functions and features of the MyWilts
Portal (external facing). This is version 1.0 of the document and was published to pdf on
14/12/2020

If you are reviewing this and would like to make comments or suggestions please contact the
People Change team, who can advise on the latest version.

Symbols:

If you see the T symbol, this indicates that the (Yes/No) response is subject to a team,
service or organisational policy.
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MyWilts Introduction

This document provides, through a question and answer format, advice, guidance and
support on how you can use the application to report issues to the Council.

Can you explain the various terms used?
There are a number of terms used to describe the whole project and elements within the
project. Some of these are:

o The portal: this is the MyWilts web site and app within which customers book services
or report issues

o Customer Relations Management (CRM) system: this is the new internal facing
application within which staff manage cases

. Dynamics: this is the Microsoft platform upon which the internal staff Customer
Relations Management system is built

This document focuses on the MyWilts portal
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CXP Basics

Introduction
This is for general information about both the external and internal system.

Watch the MyWilts tutorial videos
Below are links to a number of videos on how to use the MyWilts portal

MyWilts Overview for Wiltshire Clirs

Video 1 — Introduction to the MyWilts portal

Video 2 — Finding Reports in the MyWilts portal

Video 3 - Raising an anonymous report in the MyWilts portal

Video 4 — Creating an account in the MyWilts portal

Video 5 - Creating a new case via your account in the MyWilts portal

Video 6 — Raising a pothole report in the MyWilts portal

Resetting passwords in the MyWilts portal
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https://youtu.be/gavkpgwWz84
https://youtu.be/lORZpNF9f70
https://youtu.be/Mfxv2Vsn2dA
https://youtu.be/GMnlU7rQ5oo
https://youtu.be/Qt0AIU2BfU0
https://youtu.be/AOy8o3ppqsM
https://youtu.be/2PC0M5C86dg
https://youtu.be/eDjufoqY-gs

MyWilts Portal

What is MyWilts?
MyWilts is the new external facing web portal (and mobile app) that allows customer/clients
(citizens) to Book services and Report issues.

Can you explain the screen when | open MyWilts (on the web)?

W Home Booklt Reportlt

Account
dropdown

Home

Reporting option

Welcome to MyWilts

Simply, quickly and easily book and report Wiltshire services

Search MyWilts \ H

Search box

W

Help and feedback Contact View privacy statement —_—
@ Wiltshire Council

The external facing MyWilts portal contains:

° Report it button
This is where customers/citizens can report an issue to the Council
o Book it button
This is where customers/citizens can book a service from the Council
° Account drop down
This is where customers/citizens can register, log in and view cases
o Search box
This is where customers/citizens can search for key words associated with what they
want to do on the portal

What is the URL (web address) of the portal?
The web address is https://my.wiltshire.gov.uk/
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https://my.wiltshire.gov.uk/

Can | report a problem without registering?
Yes, you can use the Report It feature as a Guest (Anonymous) user. You will not be able to

track the progress of a reported case

. Some anonymous cases may not be progressed

particularly if there is insufficient information to investigate the issue. Customers are advised

to register.

What issues can | report?
The Report It feature currently provid

Abandoned vehicles
Claim an abandoned vehicle
Report an abandoned vehicle

Benefits

Empty homes

Fraud

Parking
Other car park issues
Parking ticket machine

Play areas

Roads, pavements and footpaths
Bus shelter (lighting)
Bus shelter (other issues)
Flooding
Materials on road
Pavements or kerbs
Pothole
Public rights of way
Road drains or manholes
Road markings

es the following options:

Street scene
Dead animals in road
Dog mess
Fly-posting or illegal signs
Fly-tipping
Graffiti
Litter and street sweeping
Needles or syringes
Public litter bins
Trading standards
lllicit tobacco or cigarettes
Underage sale of age restricted
goods
Trees, hedges and grass
Grass, hedges and shrubs
Trees
Unauthorised encampments
Unlicensed scrap metal collector
Unlicensed waste collector
Weather emergencies

Road signs, bollards or railings Salt bins

Street lighting
Traffic lights or crossings
Rubbish or recycling

Winter weather

Do | have tofill in all the boxes in the Report It form?

You are advised to provide as

much information as possible
however if the field is ‘optional’

Has the vehicle been vandalised? (optional)

then it can be left blank.
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| have taken a photograph/video of the issue | want to report; can | upload it?

Yes; in the Report It form you ]
are able to upload up to five Attachments (optional)

files (picture or video) up to
. . Upload Attachments
100Mb in size.

You can upload a maximum of 5 files
Each file size should not exceed 100MB.
For example a 45 second video taken in 1080p 30fps is around 87.9MB.

If you are reporting a Highways
issue, the maximum file size is

5Mb.
Submit Report  [JeENTEE

| want to track the progress of what | report?
You will need to register and then sign into the portal in order to follow the progress of your
cases.

How do | register on the MyWilts portal?

In the MyWilts portal, go to ‘Guest’ dropdown.

Click ‘Sign in / Register’ Help and fendback

On ‘Sign in or Register’ page Sign In / Register

Click on the ‘Register now’ link at the Sign in or Register
bottom of the page.

Reghienry w1 IO Wit e CourcE Wl Snase e 0 SEEReE 8 e of CIUE svions onine Yee o
COBEN O RELOU W) CXRLNG MOCEH Il SOCOutih AN Faleooh. GOOgN (f MRCTIRIY G Stu LI MEth
el L L

Sign in o register with your social account Not sure?

URIg SOCEN (TeOD 2TO0TTE REves
e OO Hwng 10 (ereme fae
Setads of yor 350thes onine
C0ONL. LS 3 SOCKN Mece
scrourt oaky Mty the scoourt
Cotam b Kesdty purpases
Witatwe Czarrt will not hvew
BECENS 10 M ORI S SO0 Mo

Or sign in with your Wiitshire Councll account wert
e Asoess
Passsond
S e prairend
OuaT nae 90 doCouNT? S fuse
Registration

On the ‘Registration’ page, enter a valid email address e B o e o e M et

MY § VR [0 3 THE BOCRAN T COGR #40 B0 SO I I BASY (U LA MLt

and click ‘Send verification code’ e

e
Ay

You will receive a verification code in your email inbox
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On the Registration page enter the verification code
into the ‘Verification Code’ field and click ‘Verify Code’.

Verify your email address

Frease enler Your emat a00ress And Ok On “Send verfication code”
DVI0N 30 werkly yOur omail R0dmss Wo Wil s20d S0 ACUVILINO 0000 10 Yo

When your code is verified click on the ‘Continue’ 4N 80013 10 Mame Su1w YU five ScCess 10 &
button. VEIICanon cose has hees sert 1o yout sbax Pase copy 1o he npat
DON DRSO
£mat Agdress
NOGEUANOILASA 00 uk
Verify your emall address I : |
Verthcation code
Please enter your emall address and click on “Sena verfication code” || I
putton 1o venty your emaill adaress. We will 5end an activation code 10 your _
email a00ress 10 make SUre you Nave access 1o it
E-maf addeess verfied You can now continue
Email Aodress

Infor’gm:mﬂmar C0.uk I

e-mas

Pangs

You will be asked to fill in your name and other details; after completing this you will be able
to log into the system and able to track the issues you report.

How do | recover or change my password?
Go to ‘Guest’ dropdown and Click ‘Sign in / Register’ Guest @~

On ‘Sign in or Register’ page Melp and feedback

Click on ‘Forgot your password?’

Sign in / Register

Sign in or Register

Reghierryg w oy wis e Cocret Wil SNEEE pUs I IS 8 e of S sevvions onine Yos o

SRS U A Vg A e VO g Bt o S On the ‘Password reset page’ enter your
Sign in or registar with your social account Not sure? Email Address and click ‘Send
e s g b o verification code.
Srtade of yor 200the Onkne
(8 e ] ot Ly 3 sk s
scoourt onky WAty the scoourd
Zo
e Password reset
Or sign in with your Wiitahire Councill account ot
£ Agoess
[ ] Set up your new password
Passsond Lt Address

S mwe prnirent’

OunT Nave o0 SCCOUNT? M fuse
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Enter the verification code into the form and click Password reset
‘Verify code’

Set up your new password

Verfication code has beon sent to your nbax. Please copy f 1 the input
box baow

Emat Address

lmnma;;n |
Verdication code

Virify code | Secd new code

In the ‘Set up your new password’ page enter  -mail address veriied You can now continue
. Email Agdress
your Email Address

[mmmh.lﬂnhnw £o uk l

Click Continue [ change o.na |
 Coa

In the Password reset page add new
passwords (twice). Click Continue

You have now reset your password and can continue to
use the MyWilts portal.

Password reset

Set up your new password

Faw Paswword

[ 1
Cortum Now Passoced

( |
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Using the Report it feature

How do | report an issue with a pathway?

To report a problem with a pathway, click on W Wit 1 st 28 st
the Report it button in the ribbon at the top of Report It Roads, pavements and footpaths
the screen; click on Roads, pavements and Mbandsned vehides 1 s shebier ighang)
. P . Nenetes Bus shelter (other syues)
footpaths in the Report it list and then click on i
Public rights of way. Frat Materids o voud
Parking ’ Pavernents or berba

A form with load which allows you to enter the

details of the issue.

You must fill in all mandatory fields.

Enter the incident date.

You can select the location by
moving your cursor around on the
map or you can enter an address or
post code in the text field top right
of the map. When you do this and
click on the search (magnifying
glass) icon, the map will locate to
that address or post code.

Overlaid on the map are the Public
Rights of Way. Click on the location
on the PRoW line. A small popup in
the map will indicate the location
you have selected.

Use the map 10 200m and then chick on a puble ngre of wary 1o select e noident loaaton

Py wreas Pothde

Rubbash or secyeiing
Street scene

Tnding standardy
Trewes, Pedges and g

Unautharmed
encampments

W Home Booklt Reportit m PeterMayes @ v

Home » Reportit » Roads, pavements and footpaths

Public rights of way
Please report fly-tipping on a Public Right of Way through the fly-tipping form.

Incident date

For example, 31 03 2019

Day  Month Year

Location

Use the map to zoom and then click on a public right of way to select the incident location

Details

What would you like to report?

CEErEET)

:nts (optional)

upload files showing evidence and different details of the incident
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Complete the rest of the form including as much detail as possible. You can add up to 5
images or videos.

If you are registered you will have the option to Save the case for submitting
later or you can Submit immediately.

The Case will appear in your list of Cases accessed via your profile icon.

How do | report a Pothole?

To register a Pothole (or other Highway related issue) click on the Report it button in the
ribbon at the top and in the Report it list click on Roads, pavements and footpaths and select
Pothole.

This will open a new tab in your browser.

Either click on = =
the map or use B 7 I g ‘
the text field to T g B % @ I —
enter a post ® ' '
code or address. ,h

Using the latter —
will zoom into the

map. Click on S ®‘
the location of o
the Pothole on 3 e
the map. A small 7 B
popup wil B - ® -1 Actions % |7 pd
appear. . THE MIDLANDS

Click on Report pothole here.
A new window will appear; click on either Repart pothole here

Pothole or Footway Pothole.

X \
<o

Floase solect one of the following options
Enter as much Additional Information as possible. Pahaia
Feotway Pothole

Adgtonal imonmunion ¢

Add Location Information to help locate the problem.

Locaton lnkemansaon

Click next.
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The next window allows you to add images to the report.
When you have completed the report click Submit.

A Case number will appear. You can then return to the

MyWilts app.

Cptionaly. phemse ot & pROmGIN
oy e o g TR b

O wart enatargee yourmed or oS roed wiers ar Sy stade by B gy Cocle e sther lagel
1er——n

Fax S wn XMD

A e of e

If you are registered; the case will appear in your My Cases

section of the portal.

How do | report Graffiti?

To report a Graffiti case (or other
case dealt with by the Street Scene
team) click on the Report it button in
the ribbon at the top of the screen.
Click on Street Scene from the
Report it list and then click Graffiti.

In the form that appears;

Enter the Incident date

Find the location either by clicking
on the map (you are advised to
zoom in to get an accurate location)
or by typing an address or post code
in the text box.

You should add as much detail as
possible to help the Street Scene
team deal with the issue;
acknowledging that some field are
identified as Optional and do not
need to be completed.

You can add up to 5 images or
videos to the case as Attachments.

If you are logged in you will have the
option to Save the case for later
submission.

W Home Bookht

Report It

Homa » Raport it » - Siroct ccorg
Graffiti

Incident Date

For esample, 3103 2019

Day Month  Year

Location

Tap an the Map 1o drop a pinon the inodent locanon, of type and sedect the appropnate address from the search bar
o0 the map and move the pin

7 N
i — e
ool = — o, h“‘-:
£ st | - ~ I_]I (tl" b
Llw. — — - ———rre ¥
e S\ S S \
—— e - f
R “._9 R Sorw T L ety
- by pa .‘,_ LB
[y
d -9 ¢
- -'.‘ ]
) — as
/ )
J | W
{ e R P
/4 - | (tzag
o &/
b _ Pl il
f -z y .= Hhie
bivg / 20 FNE. § F0 hemtom © AT PRE. 0300 umuu}.’:nu-u Twme

Spedific descnption of ncdent locatian including house number oc name, street or raad rame and landmaris
(cpticnal)

l
Details

Ploaze select the type of graffit from st

l |

Iz the graffiti on pavate propesty?

l il

Pleaze prowide any information about the graffit that you feel iz redevant, such as ana wall, zgn, ground {opticnall

Attachments (optional)

You can upload a maomum of 5 filkes
Each file sze should not excead 100ME.

o

Once you have completed filling in the form click on Submit.

The Case will appear in your My Cases section of the portal.
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| want to add some more information to an issue | have
reported.

You can add more information to a case by clicking on the My cases
option in your account drop down list.

Ed Trayner @ v

My cases

Account settings

Home Help and feedback
My Cases Q View onmap Deactivate your account
Filters Sign out

I Select case type . I I Select s1atus . I Clear hlsers

Type s Date 4 Case Number Status ¢ You will see a list of cases
Public Rights Of Way 15/06/2020 00010147 In Progress you have reported’ the
Public Rights Of Way 19/06/2020 00010146 In Progress date su bmlttEd, the case
Public Rights Of Way 1710612020 00010144 Recened number and the status
Dead Animals 20/02/2020 00010085 Recewved YOU can fllter cases by
Public Rights Of Way 16/02/2020 00010079 Compieted type or by StatUS

Graffiti 271012020 00010003 Completed

Click on the case you want
to amend or add to, and
You can upload a maxirmum of 5 fles

the case details will Each file size should not exceed 100MB
appear_ For example a 45 second wdeo taken i 1080p 30fps Is around 87.9MB

Upload Attachments

At the bottom of the screen | Notes
below the Upload
Attachments is the field to
write a note.

Write notes (optional)

Your notes will be added to
the list. A Council officer is You have S000 characters remairing
also able to add notes to
the case; perhaps asking
you for more information or | o notes avaiatie
responding to your enquiry.

Is all the above functionality available on a smart device?

Yes. The Council have released both an Android and Apple app so that you can use a smart
phone or other app device to report issues; particularly when ‘on location’. The apps are
compatible with modern (currently supported) mobile operating system.

That concludes a brief overview of how to use the MyWilts customer portal.
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