Scrutiny Commission 4 (Community & Resources)

9th July, 2008

General Update on Customer Strategy and Business Transformation

A presentation will be delivered at the meeting by Angie Astley, Head of Customer Services however please find below an overview of the main achievements looking back over the last 12 months.
Ipsos/Mori Customer Satisfaction Survey conducted November 2007

Executive summary quote

“The council appears to be improving on a number of key measurers ‘corporately’.  Residents appear better informed about the services and the benefits the Council Provides (a key corporate measure) and a focus on customer contact – another key measure – is clearly showing fruit.  Residents are more satisfied with the helpfulness of staff, the speed of response and the ability to deal with their enquiry and most importantly, satisfaction with complaint handling is up fourteen percentage points and dissatisfaction is down twelve percentage points”

· General satisfaction with council services has increased by 5% from 50% to 55% in 2008 

· Two thirds of residents agree that the council is easy to contact (67%)

· The majority of residents who have contacted the Council are satisfied with all measurers of the staff’s conduct, most notably their friendliness and helpfulness. (Ipsos/Mori Survey 2007)

Strategy/Structure

· Development and adoption of a Corporate Customer Services Access Strategy, which was developed following extensive consultation of over 1100 stakeholders including residents. The Customer Strategy sets out the Council’s vision for accessing services at a time and place convenient for customers, with the objective of dealing with up to 80% of enquiries at the first port of call.  The supporting action plan details developments such as a Corporate Contact Centre, Transactional Website, Customer Enquiry Points, etc.
· New fit for purpose structure in customer services supported by additional funding in 2007 to recruit to new posts including a corporate contact centre manager, Web Services Manager and Customer Quality Manager
Accessing Services via the telephone

· Introduction of a new telephony system towards the end of 2006 (Voice Over the Internet Protocol – VOIP) allowing all external calls from customers to be monitored against a set of new PI’s including speed of response, engaged, waiting times, abandoned etc..  Over 80% of residents identified the phone as their preferred method of contacting the council.  Outside of our mini call centres Centre’s, the Council answered just under 1.5 million telephone calls with over 1 million (74%) of those were answered in less than 10 seconds, the standard identified in the customer service charter.

· As part of the VOIP project, 16 customer free phones have been introduced across the borough, allowing increased service access for customers.  In 2007 over 1650 free phone calls were made by the public.  Further work is underway to extend the use of free phones to Parish Councils and other remote sites.
· 4 out of our 6 customer facing call centres are meeting the blue chip industry standard of no more than 5% abandonment rate for telephone calls.  We have action plans in place to redress performance in the other two call centres and part of this is migration into the new corporate contact centre.
· In line with the Customer Services Strategy, accommodation has been identified for the development of the Corporate Contact Centre and the procurement of a Customer Relationship Management Solution, Web Content Management System, on line forms package and a corporate document management solution.  As part of the 3 year budget strategy £2.2m capital investment has been secured to support the delivery of the Customer Services Strategy.    The first phase of the new corporate contact centre will be up and running by December 08.

· Agreement has been reached for the first services (General Enquiries (Switchboard),  Council Tax, Housing & Council Tax Benefits, Business Rates, Blue Badge Applications, Free School Meals) to be transferred to the Head of Customer Services from the end of July 2008 pending the contact centre opening in December.
Corporate Website

· In 2007/08, the number of unique users to the Councils Website rose to 342,777 from 237,569 in 2006/07.  We continue to develop and market the website as a key access channel.   Further developments are planned as part of our plan to reach excellence status as measured by the Society of Corporate Information Technology (SOCITM)
· The SOCITM report Better Connected 2008, a snapshot of all council’s websites made the following observations: The council was ranked third in Indicator 1, Success of Visit, scoring 84.9%. Only South Cambridgeshire DC and Wealdon DC scored higher with 86.41% and 86.17% respectively.  This means that visitors to the website found what they were looking for fairly quickly with relative ease.
· We take part in the SOCITM local website satisfaction survey which measurer’s monthly general satisfaction ratings of web service users.  Over the last 12 months we have secured an 82% average satisfaction rating from customers visiting the council’s website.
· In 2007/08 there were over 34,000 transactions through the website as follows:-

	Activity
	Transactions
	Admissions/Tickets
	Income

	Leisure Bookings
	3,907
	11,044
	£18,529.00

	Leisure Lesson Payments
	196
	
	£4,809.00

	Theatre Bookings
	1,380
	4013
	£52,270.00

	Library Book Reservations
	4,549
	
	

	Library Book renewals
	17,458
	
	

	Reporting a Street Fault
	815
	
	

	Reporting a problem with Environmental Maintenance Service
	524
	
	

	Job Application
	2868
	
	

	Registration of a complaint
	321
	
	

	Other
	3,200
	
	

	Totals
	
	15,057
	£75,608.00


Accessing Services 
· Hadley First Point - Following the relocation of the Hadley library in January 2007, and in line with the objectives of the Customer Services Strategy, the opportunity arose to develop the councils first Enquiry Point.  First Point at Hadley and was opened on the 14th May 2007. This was an excellent opportunity to offer the residents of Hadley and the surrounding areas access to council services in an area convenient to them, instead of travelling to the Telford town centre. First Point @ Hadley is located on the High Street in Hadley within the shopping, area which is at the heart of the community. In the six months to 31st March 2008, First Point @ Hadley received 1606 visitors, the following offer a further insight into usage of the First Point facility by the Community;- 
· 163 visitors enquiring about local training courses

· 351 visitors attending training courses

· 61 visitors attending CAB interviews
· 392 visitors using the free PC and Internet facilities
· 25,431 Revenues & Benefits customers were seen at Reception in Civic Offices during 07/08. The average waiting time was 4minutes 48seconds. This compares with 26745 visitors and 16minutes 56seconds waiting time in 06/07. 
· The location of the remaining 5 potential customer Enquiry Points has been identified, largely around a plan to refurbish and rebrand our libraries which are well located and a plan to rebrand the mobile library as a mobile one stop shop.  Although capital investment has not been identified at this stage.
Mobile Working

· As part of our business transformation programme we have implemented mobile working within the Revenues and Benefits Service which allows officers to conduct assessments in customer’s homes particularly those who are less abled and/or elderly.  Results include a faster turn around of benefits reducing from an average of 29 days down to 18.5 days in the month of March for processing benefit claims at times this has fallen further to 15 days.  The majority of mobile claims take 1 day to process (in reality just an hour or so spent in the customers home).  In instances where the claim cannot be assessed on the spot, they are completed within 2 days.

· 34 customers were surveyed to seek feedback on the new mobile process.  Of those surveyed 33 customers were either very satisfied or satisfied with the length of time taken to process the claim in their home.  Given the option again 30 customers would have their benefit calculated in their own home using mobile working.     
Text Messaging
· Text messaging has currently been deployed to schools and Leisure Services as part of our first phase roll out.   Customers receive messages about what’s on at the ice rink, theatre and schools are using it to text parents when their child is absent from school without prior notification.  Further work is underway to look at other opportunities for using text messaging across the council.
National Customer Service Week
· As part of a Back To The Floor initiative that stemmed from National Customer Services Week in 2007, the Councils Cabinet, Board of Directors and Heads of Service went back to the floor to work on the front line working in Leisure Centres, Civic Reception, delivering Meals on Wheels etc.. This has now become an annual event as part of National Customer Service Week celebrations/recognition and plans are underway to do the same this year.
Customer Compliments,Complaints, FOI, Ombudsman
· A full review of the corporate complaints procedure and associated feedback processes has now been concluded with 19 recommendations for improvement all of which were approved by the Board of Directors in March 2008.  Improvements are already beginning to impact on customer satisfaction ratings now up 14 percentage points and dissatisfaction down by 12 percent (IPSOS/Mori Telford and Wrekin Citizens Survey 2008).  Headline improvements include:-
· a plan to trial a 10 day deadline for responding to complaints at Stage 1 of the process for a 6 month period from September 08. 
· A reduction in the number of formal stages from 3 down to 2
· The introduction of independent investigators at an earlier stage in the process
· Introduction of a single point of contact to register both compliments, complaints and requests for information in line with the Freedom of Information Act and the Data Protection Act.
· Procurement of a new database upon which all compliments, complaints, requests for information, Ombudsman enquiries, Cllr and MP Enquiries can be recorded and tracked.  We plan to go live from September 08.
Annual Complaints Report Findings

· Customer Compliments have continued to increase from 766 in 06/07 to 793 in 07/08.
· Customer Complaints have decreased by 4% from 681 in 06/07 to 655 in 07/08.
· 84% of customer complaints were responded to within target deadlines
· Requests under FOI legislation have increased from 328 in 06/07 to 359 in 07/08.
· There have been no findings of maladministration again in 07/08 and no local settlements as directed by the Local Government Ombudsman during the financial year in question.
The annual report is due to be presented to the Board of Directors on 15th July, 08 and then to Cabinet after the Summer break.  The findings will also be reported to Scrutiny on request. 
Customer Communications 

· A review of the resident’s publication was undertaken in November 07, which included a survey of resident’s views on the potential to move to a new magazine format.  A mandate was secured from residents to make the change and a new magazine ‘Insight’ was launched in February of this year.  The magazine is delivered to every household and contains information about council services and plans for change as well as encouraging residents to get involved.  

· Our Civic Pride campaign ‘Live Here and Love it’ is currently promoting the key investments made as a result of the 3 year budget strategy including investment in education, roads and footpaths, Leisure Services and independent living for older people.  Residents are invited to get involved and say why they ‘live to live in here and love it’.
· We have produce an annual A-Z Guide to Services that features all council services, contact details etc, and this is delivered to every household once per year.

Business Transformation

· During 2007 a review of the business transformation programme was completed.  Outcomes included the need to focus the revised programme around delivering more ‘cashable’ savings through the application of lean tools and techniques and the identification of new skills and competencies for staff working in a new look transformation team.  Changes have included reducing the transformation team from 16 fte’s to 9 fte’s and this process is nearing completion with a number of staff being redeployed or securing jobs outside of the council.  

· The revised business transformation programme for 2008 – 2012 is being discussed by the Board of Directors on 15th July but will certainly include the implementation of a single citizen record in line with the customer services strategy.

· Looking back at the transformation programme during the last 12-18 months a potential £800.000 of efficiencies (cashable and non cashable) has been identified.  Achievements have included the introduction of mobile working in Revenues and Benefits, the deployment of text messaging, the introduction of a corporate room booking system, the introduction of the Government Procurement Card, deployment of an e.tendering solution and business process re-engineering in Reprographics, Translation and Interpretation Service and Environmental Maintenance Services.

· The new Transformation and Technology Board, jointly chaired by the Director of Resources and the Director of Community Services have agreed the capital work programme for all technology enabled change for the next 3 years based around a set of key priorities.  Investments approved to go to outline business case include:- single citizen record, corporate document management solution, new content management system and on line forms package for the councils website, replacement or upgrade of the financial management system, electronic social care record for Adult and Consumer Care customers, transport routing software, new corporate complaints and feedback database and investment to enhance our Geographic Information system (GIS).
