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bjonustu

Askorunin

Hvad pjonustuverid ad
bjOnUsta morgum og um
hvad og | gegnum hvada
gattir?

Hvert er raunverulegt alag i
bjonustuverini?

Hvert er hiluntfall
bjonustuveitingar milli
svida/malaflokka

broun lausnar

Sameining gagna ir fijorum
milsmunandl rerftnm

Sampeettingar keyrslinr

Lausn / varan

Gagnvirkt melabord
Fyrir stjornendinr

Fyrir starfsfolk
(A skja i pjonustuveri)



Abendingar - Dagsyfirlit: pri. - 2.2.2021

Fjoldi abendinga

12

Hlutfall i svid

SFS - Skdla- og fristundasvid

DOMN - Bjénustu- 0g nj's...
18.7%

USK - Umhverfis- og ckipu...

Simaver - Dagsyfirlit: bri.- 2.2.2021

Medalbid simtala (min) - Vikuyfirdit

Opin mal, fram yfir svartima

626

Vikuyfirlit

Heildarfjoldi abendinga
126013
Erindagreining - Dagsyfirlit: pri.- 2.2.2021

Afgreitt hja pjonustuveri

Fjoldi erinda

[

.

468

75,2%248%

pii. - 2.2.2001

ws..291.2 Fibldi & svid

128

Medalbid simtala (min) &
4
2

L]

18

o a o

23 Erindagreining - Dagsyfirlit: pri.- 2.2.2821

man. - 122081

Fjldi ésvaradra simtala - Vikuyfirlit

hm. - 28.1.2021

T4 1 Fjoldi erinda eftir drvinnsiu

Hlutfall simtala erindagreind

Vikuyfirlit

95,0%

Fjoldi starfsfolks

8

500

400

300

200

100

0

168

200

Heildarfjdldi svaradra simtala 150

a8

5 62

Svid/erindi

Q

Svid

L] Totals

pel, - 222021 man - 122021

Pjonustuver - Dagsyfirlit: bri. - 2.2.2821

Fjoldi abendinga

11

Fiildl & svid

W Fdldi ibendinga [2 Joidi oringa [2.2.26821)

103, - 29.1. 2021

him. - 28.1.2021

Fjcldi mida

P

Vikuyfirlit

Figildimiga [2.2.2€71

B Fjoldi dvandinga

LISK - Urritnerfis- 0 skipuiagssvid

™, - 27.1.2021 ;
FAST - Flarmata-og
cesiin

Fjdidi erinda Fjéidi simtala

468

Fitii mika

v ita
SVARBOX - sent til
Figindilla

senl Ul Fagadit

f. - 28.1.2021

mid. - 27.1.2021
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of the dty. The customer serviee center operates across the ity and is therefare in constant
with the fields, The sevvice center

the City through variows electrons portals such as

Part of the customar servicy stratagy is 3 strong i ca. and

quality senvices as well at information provided, regardiess of the way the errand is recefved [1].
Revkjavik is the cagital of keeland. In December 2020, the populstion of Reykjavik was 133,197 [2).

The management of the service center does not have any data shawing services from the various
pertals provided to Reyijawk residents. Therefore, it can be difficult for the managess 1o make
important decisions in the cperations. These decisions can aften be based on the intuition of
managers and their experiences in the past Data-drven decisicr-making refers to the
implementation of basing decisiors on data anabysis rather than just intuition, Various benefits of
data, C making have bas! Research has shown that the more data-

driven th s, 1.

This thesis intends to find out how customer service managers at Revkiavk City can improve
o cresting a dashboard. The second part Is about trying te precict the future based on the data
collected. studly.

Goal:

The main research question this thesis seeks Lo answer is:

making?

To answer the research question, the objectives ace as follows:

The current situation at the service center needs to be clear, how the company currently

acts and how the managers make operational decisions. To figure this out, are

conducted with the managers.

With the management team and the help of literature study, key performance indicators.

(®Pis) are goals are set for the desired position as well as the service level that

the service center wants to provide.

Historical data from different datasets arz collected, cleaned, and prepared with R. R is a
language for | and graphics [4].

Dashboard is created in Qik Sense (busin tool) for managers and staff, with

the preferences from the management team in parallel with recommendations from

literature studles regarding of th

Triple Exponential Smoothing is used to farecast the workload of the service center,

d result
By customer

and the quality of service provided, as well as making decisions based on other than insights that
can improve the service.

The results will be obtained through th f defined KPls, service
level, and goals before and after the dashboard. It will also be reported how well the forecasting
‘model was able to predict the service center's load.

There are several milestones defined for the praject. First is th of the thesk i,

Bibliography

Second, a research [Rerature document being approved by the supervisor, Third, interviews with
the managers and data gathering at the city of Reykjavik, Fourth, building the dashboard and

del. Fifth, the final draft of the thesis to the supenvisor. Sixth, deliver the
thesis. this the deft Eight, and the final mil d Below is a more detailed
plan of the project.
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85,2019, [online] Available at:
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[3] F. Pravost and T, Faweett, “Data Science and its Relationship to Big Data and Data-Driven
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