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AUTONUMLGL 
MANAGEMENT SUMMARY

	Title:
	West Lothian Council Customer Services Strategy

	Background:
	West Lothian Council has developed a comprehensive Customer Service Strategy with a number of key objectives:

 

1. To put customers at the heart of our service provision, and to listen and respond to them when planning changes

2. To work towards improving access to public services in West Lothian for all our customers – whatever their ability, age, preferences or where they live

3. To transform service delivery where change is needed, to deliver services that are more responsive to customer requirements and to give better value

4. To make and keep commitments to customers when we provide services – and inform them about the progress of the service they have requested

5. To continue to develop the culture of customer service throughout the council and to help staff improve customer service skills.

6. To ensure all services operate at the Charter Mark standard for customer service

In addition we will ensure that by providing improved and joined up services to the citizen we will achieve significant efficiencies in back office processes and that these efficiencies will be invested in further improvement of front line services.

Through the Council's involvement in a number of Customer First projects, particularly in leading the National CRM, we will be in a position to share best practice and our solutions with authorities across Scotland, thereby contributing to the overall objectives of the Customer First programme.



	Recommendation:
	· That the Improvement Services supports the implementation of WLC Customer Services projects through the provision of additional funding of £100,000.

	Scope of Project:
	In order to deliver on the Strategy objectives we intend to provide a range of corporate solutions to support services in transforming the customer experience.  These range from the enhanced Customer Service Centre to technology solutions such as Customer Relationship Management (CRM) and a fully transactional website.  These solutions are being developed as projects under the umbrella of the Strategy Implementation Plan (see attached table)

	Project Sponsor:
	Martin Armstrong, Director of Customer & Support Services

	Project Cost:
	See attached table.

	Benefits:
	See outcomes and measures of success in attached table.



	Payback Period:
	Not applicable.  These projects will bring some tangible benefits but are essentially delivering corporate solutions to facilitate future projects to deliver improved customer service as well as achieving efficiencies within service areas.

	
	

	Start/End Dates:
	Start :   May 2006   End :  March 2009

	Risks:
	A risk register has not been developed for this project as a whole.  Individual risk registers will be developed for individual projects as they are progressed.  The major risk to this programme of projects is that insufficient funding will delay them or mean that projects cannot be taken forward at all.


AUTONUMLGL 
INTRODUCTION

The purpose of this document is to provide a business case to secure funding for the development and implementation of a range of corporate solutions to support the delivery of the WLC Customer Services Strategy, which can potentially provide the basis for shared service delivery with other public sector bodies.

AUTONUMLGL 
PROJECT DEFINITION
In order to deliver on the Customer Strategy objectives we intend to provide a range of corporate solutions to support services in transforming the customer experience.  These range from the enhanced Customer Service Centre to technology solutions such as Customer Relationship Management (CRM) and a fully transactional website.  These solutions are being developed as projects under the umbrella of the Strategy Implementation Plan (Attached)

We believe that enhancing our already good customer service is a key challenge for the Council over the coming few years.  We understand that our customers have greater expectation of customer service in the way in which we deliver our services, that they expect to be able to access services when, where and how it suits them.  They also expect to be able to have a successful experience at the first point of contact, with their request or problem being understood and resolved or a commitment made at that first point. One of our key targets is to resolve 75% of customer issues at first point of contact.

3.1
Project Background


The project is key to the delivery of the recently published Customer Services Strategy and is fundamental to the Council's delivery of the objectives within the Strategy.

3.2
Strategic Fit


The project is essentially the delivery mechanism for the Coucnil's Customer Services Strategy but is also closely tied to the Council's Efficiency Strategy and will be critical in enabling services to achieve agreed levels of efficiencies through the adoption of the corporate solutions being developed through this project.  In addition these projects will deliver West Lothian's response to the Customer First Strategy and provide practical examples and solutions to other public bodies. 

3.2.1 Best Value

The establishment and deployment of the range of corporate solutions will provide significant economies of scale across the Council for example through more efficient contact handling through the Customer Service Centre and integrated face to face facilities and through provision of improved management information provided by the CRM.  The project will build on existing infrastructure and investments, including previous MGF awards.

3.2.2 Knowledge Sharing

West Lothian Council will actively share the outcomes of all projects with other authorities through benchmarking activities and involvement in Customer First projects such as the National CRM.  We will implement our projects in such a way that potential benefits to the wider public sector can easily be identified and shared for example the provision of contact handling on behalf of partner organisations in the spirit of shared services delivery.

3.3
Statement of Business Need 

The table attached describes a number of projects and the resources required to deliver them, although funding has not yet been identified for all elements of the projects or in some cases to fully exploit them.  The Council has committed internal resources and identified an amount of funding to develop the solutions but there is still a considerable shortfall.  We will continue to try to identify sources of funding or savings from which projects can be funded.  However development on a number of these projects will stop or be delayed unless additional funding can be found.  

3.4
Objectives

The overall objective of this project is to enable the delivery of the Customer Services Strategy objectives. 

3.5
Stakeholder Consultation


Individual projects will include plans for relevant consultation and engagement with stakeholders. For example the Blackburn Connected project has involved working with 32 local groups in the Blackburn community to shape the project and develop a facility which meets their needs.

3.6
Project  Scope and Timescales

The overall timescale for the Customer Services Strategy is 2006-2009 but all of the corporate solution projects are planned to be developed and implemented by late 2007 eg implementation of CRM and new website as well as rollout of Blackburn Connected model to at least two additional sites.

3.7
Methodology – Business Case

Outline the Business Case with reference to 



Key Success Factors – see attached table for outcomes and measures of success.

Methodology – all projects are and will be managed under Prince 2 methodology.

Approach (Include SWOT)

4. PROJECT DETAILS

4.1
Project Costs 

Resources Required

See attached table for estimated individual project costs.  Total investment including staffing resource is equivalent to £2.094 million of which £637k has been identified although work is ongoing to identify other sources of funding to meet the gap.

4.2 
Financial Evaluation

Individual cost benefit analysis will be carried out for each project. For example the initial implementation of the 'Connected' model of service delivery in Blackburn has delivered revenue savings of approximately £62,000 whilst delivering additional, added-value services which can be replicated across the authority.

4.3 
Measurable Benefits and Outcomes 

See attached table. 

4.4 
Risk Analysis 

A risk register has not been developed for this project as a whole.  Individual risk registers will be developed for individual projects as they are progressed.  The major risk to this programme of projects is that insufficient funding will delay them or mean that projects cannot be taken forward at all.

4.5 
Organisational  Requirements 

See attached table.
4.6
IPR & Confidentiality

West Lothian will commit to sharing any processes, practices or technology developments funded from this submission with any other Scottish public body.

4.7
Related Projects

Projects listed are inter-related.

5. OPTIONS

Individual projects have or will have carried out an option appraisal before going forward.

6.
RECOMMENDATIONS

That the Improvement Services supports the implementation of WLC Customer Services projects through the provision of additional funding of £100,000.

Appendix 1

RISK REGISTER

	Risk No.
	Risk Description
	Programme or Project Objectives Affected
	Risk 

Probability

(H/M/L)
	Risk Impact

(H/M/L)
	Risk Response

(Tolerate, Treat, Transfer, Terminate)
	Consequence of Risk

(Corporate, Political, Financial, Operational, Legal, Reputational)
	Risk Reduction Measures
	Owner
	Next Review
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