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1.0 SUMMARY

1.1. This report provides details of the Council’s Customer Service Strategy to ensure we continually deliver better services to our customers.  The strategy is also a key deliverable of the Customer First Programme.

1.2. A copy of the strategy is appended to this report.  A detailed action plan has also been produced outlining how the strategy will be taken forward and timescales for action.  

2.0 RECOMMENDATIONS

2.1. Members are asked to approve the strategy for delivering better, more accessible, friendly and responsive services to customers and citizens of Clackmannanshire Council.

3.0 BACKGROUND

3.1. Over the last few years, significant change has taken place in the UK and globally in the way business is conducted.  The focus has been on providing better and better customer interactions and service through dedicated customer contact centres, service centres/one stop shops and, increasingly, electronically via the web.

3.2. Customer and citizen expectations for high quality services continue to rise.  Changing lifestyles and the emerging 24 hour society increasingly means that many citizens expect local government services to be available how, where and when they wish to access them; and for Councils to deliver services in a more joined-up manner.  Customers see the Council as a single organisation and therefore the way the Council delivers processes needs to be changed and simplified to match people’s needs.  

3.3. Earlier surveys indicated that people wish to contact the Council in a number of ways – either by phone, in person, in writing or increasingly via the web.  The majority of people (70%) prefer to use the phone.  New means of access are also opening up, such as text messaging, smart cards and kiosks.  There remains a significant number of people who still prefer to visit local offices, primarily to make cash payments or to access library services.

Strategy Objectives 

3.4. A number of key objectives have been developed within the Strategy: 

· To ensure a consistent and integrated approach to customer service delivery is implemented across the whole organisation.

· To provide Council services through a range of channels that give people choice in how they access the Council.

· To provide Council services at times that are convenient and in ways that are efficient and responsive to people’s needs.

· To improve the Customer experience of interacting face to face with the Council by providing modern, bright and welcoming environments.

· To focus on producing customer service outcomes that meet customers’ legitimate needs – preferably at the first point of contact.

· To deliver services cost effectively by consolidating Customer Service resources and facilities to reduce cost.

· To encourage electronic access preferably self-service (where possible) to reduce operating costs. 

· To deliver services that reduces the need for people to repeat themselves.

· To embrace the benefits that technology can bring to our Customers and the Council – introducing new ways for people to interact with the Council, where there is a strong business case for doing so.

· To present a single corporate view of the Council to Citizens by working in a seamless, joined-up way across the Council where necessary.

· To provide a supportive working environment for staff providing them with the most up-to-date information and systems that enables them to advocate on behalf of the customer.  

Key Elements of Strategy

3.5. To deliver these objectives, the strategy has been broken down into a number of key aspects:  

· Target Operating Model.  This provides an overview of how Customer Service will be delivered in future through a range of access channels (phone, face-to-face, e-mail, web, letters) that link the Customer Service ‘front office’ function to ‘back office’ Council service departments.

· Customer Service Business Architecture.  This describes the key building blocks required to deliver the operating model:

· Customer Service Organisation.  An integrated Customer Service function is recommended bringing together the Council’s Contact Centre and Customer Service Centre(s) allowing more flexible use of staff; greater job variety for staff with opportunities to rotate between phone and face-to-face; improved career development opportunities within a broader range of grades, and opportunities for more formal staff training and development programmes.  

A Customer Service Orientation Programme will be introduced, to instil a customer friendly, can-do attitude that delivers outcomes for customers.  The Strategy proposes that this be targeted at front-line staff, but Officer and Member feedback indicates that this should be rolled out within services. 

· Customer Service Processes.  The adoption of a set of common Customer Service processes will ensure a more consistent level of service is achieved at the first point of contact across the Council.

· Technology Enablement.   A number of IT systems will be used to enable staff to deliver better customer service.  These have been reported separately through the Customer First Steering Group and will include a Customer Service Knowledge Base, a new bookings system (Leisure booking system being launched 5 Feb 2007), a new electronic forms solution to make form filling easier and an appointments system to allow staff to set up an appointment at an agreed time on behalf of the customer.

· Facilities and Locations.  The target operating model identifies three parts to the Customer Service function:

· The Contact Centre

· The Customer Service Centre(s)

· The Mail Room

The Contact Centre will require a revised numbering strategy (rationalising the current range of numbers down to a series of ‘prime’ helpline numbers); to deliver access to a full set of Council services; consider extended opening hours to reflect demand and good practice and to manage Customer Service contact via the telephone, e-mail and postal mail.

The strategy recommends the establishment of a modern Customer Service Centre in Alloa Town Centre, bringing together all of the currently disparate Customer Service functions in Alloa.  This will remove the overlap and confusion experienced by customers in having to visit a number of different offices for individual services, and provide opportunities to rationalise buildings occupied by individual services.  Phase 2 will consider the case for establishing a second Customer Service Centre in Central Hillfoots.  We will review the minimum level of service that can be expected in each local community, and come forward with proposals as the Strategy is taken forward. 

· 
Performance Management & Customer Charter.  Performance will be 
regularly reviewed and reported to the Executive Team and 
Performance and Audit Committee.  Customer feedback will inform 
where improvements are needed.  Member feedback will also be 
sought as customers of the service.  A Customer Charter will be 
published outlining what standard of service people can expect, and 
how staff can expect to be treated by customers.

Early Winners

3.6. A number of positive developments have already taken place to improve customer service.  Members will be aware that Clackmannanshire Council was the only Council in the UK to be recognised as ‘Best Practice’ in all categories of SOCITM Report (‘Better Answered’, Dec 2006).  Contact Centre waiting times have reduced from 82 to 29 seconds in recent months, with 79% of all enquires first time (national target 75%).   

3.7. The Customer Service Strategy has been presented to and reviewed by both Corporate Management and Executive Teams as well as individual officers.  The intention is to launch the strategy both internally and externally, once approved.

4.0 CONCLUSIONS

4.1. A Customer Service Strategy, attached to this report, has been developed for Clackmannanshire Council.  A detailed Action Plan has been produced outlining the tasks and timescales for delivering the strategy.  Whilst implementation of the strategy will be over a multi-year timeframe, early action is proposed to initiate the Alloa Customer Service Centre project, establish an integrated Customer Service function, and define the minimum level of service to be delivered in each local community. 

4.2. Regular reports on implementing the strategy will be made to the Performance and Audit Committee and Customer First Steering Group, as appropriate.

5.0 SUSTAINABILITY IMPLICATIONS

5.1. The implementation of the strategy can be expected to have a positive impact on low income/disadvantaged groups by maximising take-up in entitlement to benefits and concessions.  Improved access can be expected to have a positive impact on many groups or individuals, providing people with better access to service in ways and at times that suit individual needs.

6.0 FINANCIAL IMPLICATIONS

6.1. There are financial considerations in delivering some elements of the strategy. However, any actions with resource implications not already budgeted for will come before the Council for consideration.  

6.2. Declarations

	1. The recommendations contained within this report support or implement Corporate Priorities, Council policies and/or the Community Plan:
	Reference

	
Corporate Priorities
	The recommendations contained in this report are consistent with the Corporate Priorities which relate to ‘Maintaining an Effective Organisation’.

	
Council Policies
	The recommendations contained in this report are consistent with existing Council policies.

	
Community Plan
	The recommendations contained in this report are consistent with those parts of the Community Plan.

	2. In adopting the recommendations contained in this report the Council is acting within its legal powers. 
	(

	3. The full financial implications of the recommendations contained in this report are set out in the report.  This includes a reference to full life cycle costs where appropriate.
	(


                                                        

Head of Service
                                                        

Director
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