Customer First - A Strategy for Efficient Customer Contact 2005 – 2008

“East Renfrewshire Council is ambitious about making a real, positive difference to the quality of life of people in East Renfrewshire.  The council is committed to finding solutions to the challenges and opportunities faced by our residents and we will work to find new and better ways to do this”.







Corporate Strategy 2003 – 2007

Introduction

1. Customer expectations of service delivery and customer care are rising.  The Council and its partners have to change the way we deliver services to meet those expectations.  Services must be demand driven, centred around our customers needs, accessible in different ways, and available at different times.  To deliver this a single, corporate customer service model has evolved, giving customers more choice whilst ensuring a consistent standard of service delivery throughout.  This model supports telephone, face to face and electronic enquiries; reducing duplication while increasing efficiency, reducing costs while increasing levels of service.

2. Political and organisational expectations are rising too.  The Strategy for Customer Contact must clearly link customer service with these new expectations – Best Value, Efficient Government, Service Improvement agenda and integration of services etc. The strategy must build on the success of the last three years, moving forward, meeting these new challenges. 

3. The strategy places the customer at the centre of service delivery.  The success of the strategy will determine the success of the Council and its partners.  This means success is determined by the quality of all staff, the enabling technologies and the continued commitment of the Council.

Customer First – Achievements to Date

4. The last three years have seen the introduction of the “Customer First” team, the supporting technologies, and the transfer and joining up of a number of frontline services.  

5. To achieve success in presenting a joined-up organisation and making services more accessible an alternative model of service delivery has been established.  The corporate front office dealing with customers has been separated from the professional back office dealing with systems and procedures.  This has allowed a review and streamlining of processes enabling the professionalisation of the back office e.g. 

· 90% of customer enquiries for Council Tax now dealt with by the customer service team allowing Council Tax staff to stay up to date with processing and increase debt recovery activity.

· Many routine planning enquiries dealt with by customer service team allowing planners to get on with their profession and improve performance against statutory PIs.

6. The creation of this front office, or customer service function, has already represented a significant shift of staff, processes and resources e.g.

· Staff recruited internally and transferred into customer service with their budget so no increase in council staff costs.

· Blue Badge, Pest Control, Clothing Grants and Free School meals front line and administration transferred to customer service team. 

7. The Council now has standards for Customer Contact and the “Customer First” team monitor against measurable outcomes set down by the Scottish Executive e.g.

· Contacts through “Customer First” in 2002 = 56,603, contacts through “Customer First” in 2004 = 182,151 excluding switchboard

· 81% of contacts are by phone, 12% face to face and 7% through email.

· Statistics are available for average waiting time, average serving time, % of enquiries dealt with at the first point of contact etc. 

Key Objectives - Customers

8. To ensure equal and easy access to services in the most appropriate way for the customer.  This includes moving towards a 24 hour council through electronic service delivery utilising the council’s website, increasing the number of services available though the contact and service centres and taking services into the community through service points in facilities and a mobile service point.  Many of our older customers prefer to speak to someone face to face while telephone is still the most popular method of contact.

9. To resolve 80% of enquiries at the first point of contact.  Customers should not have to understand the complexities of the Council to get the answer they need quickly.  Similarly they should not have to repeat the detail of their enquiry if it is necessary that it is passed on to the back office.

10. To add value by making links across council services and other agencies.   To reduce the number of times the customer has to notify the same details to the service provider.

11. To develop effective complaints and consultation methods as drivers for better service.  We will gather all complaints centrally, report on trends and escalate where appropriate.  We will consult with our customers on service needs and improvements.

12. To roll out Customer Care Best Practice guidelines corporately.

13. To ensure that no groups or individuals within our community are socially excluded from the potential for electronic delivery by promoting public access PCs available in the community and Learn Direct.

14. To develop a Citizens Account in line with the National Programme to enable customer profiling in due course.  This will ensure that tailored services can be delivered where appropriate e.g. customers whose first language is not English or disabled customers. 

15. When notifying a change of circumstances to ensure that relevant services are informed e.g. a death.

16. Develop new channels where appropriate e.g. online, SMS, smartcards.

Key Objectives - Staff

17. To develop a customer focused culture through an effective corporate staff team.  This includes giving frontline staff the confidence and ability, through training and development and access to tools and information, to deal with a wide range of customer requests at the first point of contact. 

18. To ensure equal opportunities in employment and development.

19. To standardise front line services across the council to the council’s seven corporate service standards. 
 It is also vital to ensure that standards are applied to all aspects of customer service delivery through the organisation.

20. To maintain the Investors in People award.

21. To achieve Charter Mark to ensure we deliver recognised high standards of customer care.

22. To actively contribute to the development of the National Customer Service SVQ.  This will recognise the profession, give a career path whilst motivating staff and encouraging a reduction in sickness absence.

Key Objectives – The Council

23. To set up a Customer First Service Improvement Group to investigate areas for change and seek a mandate for change from the Corporate Management Team.

24. This group will monitor and report to the Council and the Scottish Executive spend against Modernising government/Efficient government funds.

25. To develop a Corporate Information Management Strategy to facilitate a joined up approach to service delivery.  This document will include our approach to content management, citizens account, national infrastructure, freedom of information, records management, and the national property gazetteer
.

26. To deliver quality, modern, customer focused services in a cost effective manner.  

27. To monitor performance against service standards. 

28. To minimise duplication of effort and maximise resources across the service areas.  To review all frontline customer service contact and where appropriate move it to the customer service function releasing productive time for the delivery of core service.  Access will become simpler for the customers and as a result back office systems and procedures can be improved.  This can be included as part of the Best Value Review process. 

29. To establish a central efficiencies register and a methodology to allow efficiencies through business change to be quantified.

30. To work closely with internal services and external partner agencies to deliver joined-up service. This responds directly to the Efficient Government agenda providing a single point of access or a “customer centric” service both locally and in the wider public sector.

31. To develop integration to all relevant major back office applications to build a full picture of the customer to facilitate tailored service. 

32. To develop an authentication engine to ensure secure access to the local citizens account.

33. To incrementally build the citizens account through an integration toolset and a dynamic data store.  In this way a customer record will contain cross-references to all relevant back office systems.

34. To develop effective electronic access to council services in line with Electronic Service Delivery targets.
  We will work with service areas to develop online forms and by encouraging customers to transact online efficiency gains will be realised.

35. To increase the number of available self-service transactions and to divert any freed up resources towards customers whose needs are more complex and best met with a greater level of face to face contact. 

36.
To implement a local Corporate Address Gazetteer providing a single definitive address source throughout the Council and in concordance with the Definitive National Address Scotland programme as part of Customer First.  The Corporate Address Gazetteer compliments development of a Citizens Account by providing the geographic element of the customer identity, an Address or Location. 

37.
To facilitate closer working relationship between the Council and external partners with dependent information needs, in particular the Renfrewshire Valuation Joint Board and the Scottish Assessors Portal.

38.
To resurrect the Council’s Citizens Account/Smartcard Working Group to consider the council’s strategic vision for cards in the light of the National Entitlement Card agenda. 

36. To ensure that the National Entitlement Card for Concession Travel is issued to those customers over the age of 60 or disabled customers by April 2006.

37. To work with the Learning and Development Steering Group to develop a change management programme to help people to understand the impact on their service areas.

38. To identify, evaluate and implement, where appropriate, any new service delivery channel offered by emerging technologies and new opportunities, e.g. to consider SMS text messaging as a cheap method of promoting events and consulting with customers, to consider the use of Digital TV as a method of disseminating Council services and information.

39. To lead on Back Office Integration for the National CRMCA Board of the Improvement Service.

40. To contribute to the following sub programmes of the National Customer First Programme:- the nationally accredited training programme for customer service staff, the continuous improvement group, the benefits realisation group, the national infrastructure technical sub group, DNAS.

Key Objectives - Stakeholders.

41. To recognise the role of the members in customer contact.  They are often the route for redress of dissatisfied customers so we must ensure that members are given the means to monitor and escalate complaints.

42. To provide quarterly reports to the members of the complaints relating to their wards thereby allowing trends to be recognised.

43. To tie the Council’s service standards more closely to the complaints procedure.

44. To join up with our community planning partners so that we can deliver services which are easier to access irrespective of the responsible agency.  

45. To join up with other partners so that we can deliver a seamless service to our customers by becoming the focal point in the community for government services.  This will involve enabling the sharing of information and resources to improve consistency and bring long-term savings.  We recognise the need for the explicit consent of customers.

46. To consult customers through the citizens panel and other surveys on service improvements.

Delivering on the Key Objectives

The key objectives outlined above are described in more detail in the “Customer First” section of the E-Government Action Plan.  This plan includes milestones and deliverables which are monitored by the E-Government management team and sets out the direction of the service for the next 3 years.
� Corporate Customer Complaints scheme (Let Us Know) approved by Cabinet 25th November 2004


� Corporate Customer Care Best Practice Guidelines to be agreed at CMT


� Corporate Service Standards approved by cabinet 11th March 2004


� Corporate Information Management Strategy due for development 2006 -2007


� Corporate Customer Service standards cards issued to all staff


� Efficiencies register 2006


� Electronic Service Delivery targets reported to CMT September 2004





