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Scope of Project

• Reasons for why we’re changing



• Mobile Friendly – when people are out and about and see something they want to lodge it

• Alternative to Snap Send Solve

• Easier for customer to find – involved SEO for main bayside site.
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Customer First
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Pre CityWatch Stats



Existing Experience

• Problems with ePathway



• Not Mobile Friendly – difficult to view and 
submit via Mobile with current styling

• Volume of options designed with council staff in 
mind, not the customer
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Customer pain points
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Customer pain points – we’re not alone



Implementation Options and Choices

• CityWatch, ePathway uplift, something else
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Implementation Choices

• Restricted to the Pathway suite – Strategic decision from executive team

• Option 1 - Style and uplift functionality in ePathway with map options and 
custom css / javascript

• Option 2 - Implement CityWatch, hosted on top of ePathway website, but Data 
stored directly in Pathway

Implementation Stack
• On Premise
• 2024.10
• SQL Database in-house skills
• Javascript and HTML in-house skills



City Watch

• A new interface for external customers

o Replaces our ePathway Customer Request offering

• Improved ability to interact with Council

o Self Service

o Mobile Friendly

o Boost engagement – (through our main website advertising)

• Functional uplift

o Reduced clicks

o Intuitive

• Visual uplift



BEN (Business Events Notification)

• Uplift on the style of the emails being sent out

o Consistent messaging across our Customer Request Types

VS



Challenges

• Of which there were many



• CityWatch going straight to Pathway Database despite being hosted on ePathway website
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Challenges



• Some elements of CityWatch controlled from ePathway, e.g email Templates

• Some controlled from Pathway, e.g Questionnaires
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Challenges



• Maximum of 3 modules visible in Pathway customer module, had to shift to a uniform approach
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Challenge / Limitation



• Map selection isn’t enforced.  Can type part of 
address and allows through.  Some other 
councils who have implemented appeared to 
be unaware.
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Challenges



• Modules not mandatory due to the nature of CityWatch implementation

• Email and Phone not mandatory, CityWatch only enforces one.  Implemented Client-side scripting; 
Risks involved.

• Map selection isn’t enforced.  Can type part of address and allows through.  Some other councils who 
have implemented appeared to be unaware.

• Must have PUBLIC user exposed and tied to ePathway.  Bayside previously had a custom user in this 
space automatically assigned to Customer Requests.
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Challenges



• Certain elements on the Page we 
wanted hidden, no config to do 
so.

• There is a user defined javascript
file that can be edited to 
manipulate the html/css
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Challenges



• Spurious Errors – creating noise still 
waiting for a solution so client side 
email rules introduced.
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Challenges



• Spurious Errors – creating noise 
with no option but to delete the 
email
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Challenges



• CityWatch started logging everything

• Went from 1-2MB per day in logs to > 
300MB

• One day over 2GB.

• Resolved with CityWatch Config in 
Javascript file
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Challenges



• Email Triggers are not synchronous – items sent to the queue, average Bayside user 
does not have this visibility.

• We found we could interrupt the queue.  Locked records meant the job never 
processed, even when the record was unlocked.
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Challenges BEN



Compromises / Limitations
• The best thing about Pathway is it is configurable

• The worst thing about Pathway is it is configurable



CityWatch Limitation

VS

Unable to add helper text to Dropdown options in CityWatch
Decided to direct customers to
Bayside Website landing page



CityWatch Limitation

• Attachments are not sent to EDRMS until user clicks on them 
• ePathway previously sent these to EDRMS at time of lodging in 

Pathway



BEN Limitation

• Email place holders are great to include the 
details of the case but cannot be configured.  

• No option to chose which parts of the customer 
data to include



Conclusions
• An uplift in Technology may result in an uplift in business process



• Changes in the technology forced us to question current standards

• Map has made some questions superflous

• Customer service team have had to be made aware of the differences.  
Potential changes to come with how requests lodged within Pathway.

• Current service team type free flow when on the phone, allowing customer to 
relay the information in the order that makes sense to them.  This means email 
is not the same internally versus on the web.

• Key Information no longer visible immediately.  Forces them to look at request 
as a whole.

• Downstream reporting changes required, e.g data source now listed as Mobile
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Conclusions



• Desired effect achieved - more tickets lodged via our website

• Better for the customer
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Conclusions


