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CUSTOMER SERVICE STRATEGY

Executive Summary.
1. This document outlines our approach to delivering the County Council’s Strategy for Customer Service over the next three years. The purpose of the Council’s Customer Service Strategy is to set out the Council’s vision and ambition to deliver high quality, responsive, accessible, value for money services.

2. A fundamental principle of the Strategy is to develop a deeper understanding of Service Delivery from the viewpoint of the customer through consultation, feedback and the better use of information. To do this we must first identify who the customer is and then develop a service that is consistent with the needs and desires of the customer. 

3. The Council has a strong commitment to tackling inequality and meeting the diverse needs of local people and we will ensure that services are delivered to meet the needs of the whole community and that Equalities and Diversity are mainstreamed through all customer service related activities. 

4. The Customer Service Strategy will aim to provide a position statement of where the Council is; to set out where it wants to be; and map out how it will get there. It is intended that this document will provide a strategic overview that will inform service plans and other Council documents and procedures. 

5. A Customer Services Strategy cannot be delivered in isolation. The Strategy acknowledges that in order to deliver the standard of Customer Services that will meet the expectations of an increasingly demanding public, the Council needs to address issues of people, process, technology and organisation.  In addition we need to manage our resources to optimum effect.

6. To succeed it will be necessary to create a culture, supported by the right operational procedures and infrastructure that will deliver High Quality Customer Service; listening to the voice of the customer and employees, measuring customer satisfaction, embracing change and striving to continuously improve.   

7. The Strategy sets ambitious plans which will be delivered over the next three years and will be reviewed and updated annually. 

Introduction
8. Customer Services Strategy – “A Leading Council recognised as an outstanding Service Organisation placing customers at the heart of everything that we do.”  
Background

9. A significant number of national initiatives place emphasis on the importance of improved customer focus. In addition the government continues to set a challenging agenda for local authorities to deliver more effective and efficient public services; whilst a more discerning and demanding resident continues to seek improved and value for money services. 

10. We are aware that there are centres of excellence within our service areas but we know from consultation, feedback and complaints that there are areas where we need to deliver significant improvement.
11. The way that we currently work means that we have confusion amongst customers as to what services the County Council delivers; a confusing number of published telephone numbers, inconsistent standards of service and a lack of focus on end to end service provision. 
12. We know that experiences of contacting the Council can differ and that the customer experience can be mixed. Some of the best customer service within the Council is down to individual excellence rather than clearly embedded standards of High Quality Customer Service.
13. We are keen to ensure that we deliver quality services while also maximising the best use of our resources. This means delivering services right first time, ensuring accuracy in terms of understanding the customer’s issues and reducing avoidable contact through refined processes and service improvement.  

14. These combined challenges mean that the County Council needs to continually review how it delivers services and to place the customer at the heart of everything that we do. We have been making improvements to our customer services; however we are keen to adopt a more strategic approach to delivering further improvements. 

15. Also in our last Customer Satisfaction Survey conducted in 2006, customer satisfaction with our service delivery was mixed:-
· Just under half (46%) of residents who responded were satisfied with the way the Council runs things.

· A further 4 in every 10 said that they were neither satisfied nor dissatisfied  

· 13% who responded were dissatisfied with the County Council.

Equalities and Diversity

16. Leicestershire is an ethnically and culturally diverse County and we are committed to meeting the diverse needs of local people. We aim to deliver inclusive and accessible services and it is our aim to ensure that all customers have equal access to the services provided by the Council. 

17. We recognise that our customers have different needs and requirements and we will endeavour to meet these. New and existing venues for face to face contact with the public will be compliant with Disability Discrimination Act (1995) requirements.  

18. The development of the website and other sources of written information will be guided by the principle that they must be accessible to all. We will also focus on ensuring that we are socially inclusive and that our services are clearly signposted and accessible to “hard to reach” groups.

19. The Council will continue to work towards complying with all relevant legislation and will ensure that all frontline staff are appropriately trained and aware of their responsibilities under the Disability Discrimination Act 1996 and the Race Relations Amendment Act 2000 and other relevant legislation

20. We know that 15.5% of the population have a long term limiting illness and that a significant proportion of our customers have a disability. Black and minority ethnic groups make up 9% of the County population. The ethnic diversity of the County is also reflected in a wide range of religions and beliefs. 

21.  Our Customer Services Strategy will ensure that our workforce is representative of the community we serve, enabling staff to fully understand the needs of the customer and to offer an empathetic and informed service. 

Purpose of the Strategy 
22. The County Council provides a diverse range of services to a very broad base of customers.  The Council has a clear and sustained ambition to develop and strengthen its community leadership role. Under-pinning this ambition is a strong emphasis on partnership working and a commitment to deliver High Quality Services whilst maintaining value for money. 

23. In delivering these services the County Council works in collaboration with a number of partner organisations including the PCT, district and parish councils and the voluntary and private sectors. Strategic Partnerships have been established to deliver the Council’s services and joint working arrangements continue to be developed. It is important that our partners are aware of the standards set out within this Strategy. 

24. Over the next three years we aim to transform not just the way that customers access our services but also the services themselves. In doing this we will focus on the development of a culture that supports the effective delivery of customer services through empowered employees. In order to achieve this we will need to embed customer service more strongly within the values and culture of the Council. 

25. A key element of our strategy will be to respond to priorities identified by our customers and to deliver them through a wide range of channels. To provide customers with clear information about the range of services available and the standards of service which they can expect.

26. The Strategy will establish a framework within which we can deliver corporate objectives. Although the detail may differ in what it means and what outcomes look like for specific departments we will have clear corporate standards and principles to work towards.

27. In addition a successful Strategy will contribute to effective use of resources through: improved information, highly motivated teams, simplified processes, streamlined service delivery and the reduced costs through getting it right first time. Customer Service will be the focus to enable joined up working both within the Council and with partners. We will benchmark against best practice and offer services with partners that will provide efficiency gains and enable best use of resources. 

28. Although the County Council is a complex organisation, we acknowledge that our many different customers want to access high quality services that are delivered in an easy, accessible, timely and efficient manner. The Strategy will therefore aim to establish a clear, shared vision for Customer Service and will provide a framework within which individual departmental requirements can be delivered. 

29. High Quality customer service supports the key values of the Council, including listening and being responsive. In implementing future service improvements we will demonstrate listening to our customers and improve how we engage and consult with them, in particular with those in hard to reach groups and those with special needs.  

30. Our Customer Service Strategy will put the customer at the heart of services, designing and planning all services around their needs. This will require transformation and new thinking not only in the delivery of face to face customer service but also in how we deliver end to end processes with our back office support services. Future Business Process Re-engineering (BPR) will have a requirement to focus on the experience of the customer and not just service outcomes.

31. The Customer Service Strategy will take notice of external and internal drivers. It will be delivered within the context of the Council’s Corporate Plans and will be closely aligned with the implementation of The Vision for Transformation, the delivery of the People Strategy, the Office Accommodation Strategy and other major corporate initiatives.

Key Drivers for Service Transformation

32. To fully understand the context within which the Strategy is placed it is important that we appreciate some of the key drivers for service transformation:

· Increasing expectations of customers for the way the Public Sector is expected to deliver improved outcomes.

· In order to achieve our commitment to Equalities we have adopted the Equality Standard for Local Government to ensure that our services are accessible and inclusive and that we engage and consult.
· The new Local Government Performance Framework and Indicators, including Performance Indicator NI 14 “Reducing Avoidable Contact”.
· Comprehensive Spending Review 2007, which requires annual efficiency savings of 3%. 
· Choice Agenda, which advocates the need for high quality public services that are: flexible, accountable and personalised.
· Transformational Government  - design customer centric services to ensure effectiveness of delivery.
· Local Government White Paper “Strong and Prosperous Communities” (2006) – sets the challenge for local authorities to be a strategic leader of public services and indicates the need to understand our communities better. It also stresses the need to involve local people in decision making.
· Varney Report on Service Transformation – outlines the importance of transforming service delivery and developing the capabilities to “join up” service delivery between partners and across channels. 
· The County Council’s Vision for Transformation which establishes 5 key components of the Organisation that are all geared towards meeting and exceeding the needs of customers.
What is Customer Service? 

33. Customer Service is not merely what frontline staff do with customers and neither is it merely customer relations. The goal of High Quality Customer Service is to satisfy or even delight the customer. The premise for Customer Services is two fold. The external focus places the customer at the centre of all business planning, providing responsive and accessible, high quality services. The internal focus is on developing the capability and capacity of staff to deliver the provision of effective and efficient integrated service within a culture of continuous improvement.

What do we mean by High Quality customer service?

34. High Quality customer service means providing services which consistently exceed the expectations of our customers. We will do this by:

- Being efficient and reliable - doing what we say we are going to when we say we are going to do it

- Taking personal responsibility for resolving problems when they arise

- Being responsive and prompt

- Having staff with the knowledge relevant to the job

- Being courteous and listening to what customers tell us

- Consulting with our customers on the service we are providing

- Embedding a culture of continuous improvement

35. To ensure that customers are helped at first point of contact, our staff will not only be trained in their own area of expertise but where similar services are provided by partner organisations they will learn this information or alternatively know where to signpost customers.

Who are Our Customers?

36. Our Customers are any existing or potential individuals, organisations or businesses who use or experience our services. The aim of this strategy is to assist in the delivery of improving customer service and the customer experience across all services. 

37. The range of services provided by the County Council are diverse and range from simple to complex; free to charged for; individual to specific groups, common to all, whilst some services are provided within regulatory and legislative frameworks.

38. The Strategy acknowledges that the provision and improvement of customer service will take different forms across service areas. It is the responsibility of individual departments to define the specific requirements of customer needs and to prioritise services accordingly.  Our different services will focus on different outcomes from their respective customers: CSD may want repeat business; Waste Services may wish to focus on changing customer behaviour, whereas ASC want to reach those who have the greatest needs. 

39. Some of our customers may be reluctant customers, for example someone who has been sectioned under the Mental Health Act or the parents of a child on the Child Protection Register. 

What do Our Customers want?

40. Our customers want:-

· High quality services that are easily accessible through a variety of channels

· Flexible and convenient opening hours

· Responsive and knowledgeable staff

· Right first time

41. Beneath our vision is a simple premise. We will deliver High Quality customer service by developing high performing teams that will deliver continuous improvement within a clearly defined performance framework
42. To enable this delivery it will be necessary to continually review the structure, processes, systems and culture of the organisation. We will transform our services and how we deliver them by incorporating the voice of the customer and our employees

New

Processes







What are the benefits of delivering High Quality Customer Service?

43. High Quality customer service will improve the experience of customers and improve quality across all of our services. Improved relationships between the County Council and customers will build trust and enhance reputation. Delivering right first time customer service and channelling the majority of our transactions through the web will support effective use of resources. Our staff morale and retention will improve as staff want to work for a leading customer service organisation. 

The County Council’s Vision

44. If our Customer Service Strategy is to be successful then it must support the overall vision and mission of the County Council. “Leicestershire Together” is the Local Strategic Partnership for Leicestershire and includes all of the organisations and partnerships that deliver public services in the County. The vision of “Leicestershire Together” is to improve the quality of life for the people of Leicestershire. 

 County Council’s Vision

“Our Vision is to improve the quality of life for the people of Leicestershire.” 

Mission

“Working together we will deliver improved public services so that we make Leicestershire the best possible place to live and work for everyone.” 

Our Goals:

· To make communities the best possible places to live and work 

· To serve our customers needs

· To improve the working lives of our employees

45. Contained within “Leicestershire Together” is the aim to deliver: “high quality, responsive, efficient and accessible Public Services”:

· Which are accessible to all, personalised and offer choice and control to customers.

· Where the quality and cost balance is one that most local people support.

· Where the service is more important than the agency or agencies that provide it.

· Where a range of health provision is available, mostly in locally delivered community services and facilities.

· Where schooling is second to none, which reduces levels of crime and tackles problems caused by alcohol and drugs.

· Which provide the infrastructure needed to support new development.

Our Vision for Customer Service

46. Our vision is to transform The County Council from being a traditional service centric authority, where services are designed around professional services to being a leading council recognised as an outstanding service organisation placing customers at the heart of everything that we do. 
47. We want to become a more proactive and responsive Council through the better use of information and through our Corporate values. We want to embed Customer Service as a core competence of the Council and that means that every employee understands that they have a responsibility for ensuring that the delivery of Customer Service is seamless.
48. Our strategic intent is to provide a consistent and accurate level of service across all channels and to direct customers to the most effective and appropriate channel for the service they require.  As a principle, we will endeavour to resolve simple queries via self service through the website or customer access points. More complex queries will be resolved through contact with service experts.
	Our Vision for Customer Services:

To be a Leading Council recognised as an outstanding Service Organisation placing customers at the heart of Public Services


Key Strategic Aims

Organisation
49. We wish to deliver high quality services that are responsive, accessible, efficient and effective. If we are to deliver real benefits to our customers and maximise efficient use of resources we need to adopt an integrated and seamless approach to service delivery and also deliver a consistent level of service across all channels.
· This will entail creating an organisation that believes in a customer first culture where services are developed around the customer and not organisational structures.

Partnership 

50. Working in partnership we can provide community leadership through service delivery and enhance the customer experience with joined up and integrated service provision.
· This will mean that it is necessary to work within the Council and with partner organisations to establish the most appropriate utilisation of property and assets to provide seamless and accessible service provision.

Better Engagement
51. Underpinning this vision we need better engagement and consultation with our customers. We need to ensure that we understand who our customers are, what services they need and want and how and when they want to access these services.
· If we understand our customers, we can work within the council and with partner organisations to put together bundles of services that a customer can access through a single service channel.

· If we understand customer requirements we can enable technology to support this delivery.

New Processes

52. We need to develop end to end processes that focus on the needs of the customer and reduce administrative practices that add little or no value to our customers and our staff.
· We will develop processes that support and reflect the needs of customers and not arbitrary targets or performance measures.

· We will continually re-engineer our processes to reduce service failure and avoid contact that is avoidable.

New Behaviours

53. We need to create a culture that supports the delivery of High Quality customer service within the County Council and across partner organisations. 
· The quality of our staff will determine the quality of our customer service. 

· We need to recruit the right people with the right attitudes and behaviours and develop their skills to deliver continually improved services.

Performance Management

54. We need to develop a balanced approach to performance management that will measure customer satisfaction, staff satisfaction, service delivery and value for money. 
· We will always be mindful of the use of resources and adopt a rigorous business case approach to our investments.

· The primary driver for investment in customer services will be to improve the quality and accessibility of services we provide to our customers. 

· Economies of scale and efficiencies will be delivered as the entire Council becomes more customer focused and services are developed around the customer.

Where we are today

Organisation
55. The County Council has six departments within its structure: 

· Adult Social Care Service
· Chief Executive’s

· Children and Young People’s Services

· Community Services

· Corporate Resources

· Highways, Transportation & Waste Management

56. Within each Department a variety of units provide specialist services, information advice and support to customers. 

57. The Council has made significant progress in some areas and has an ongoing Customer First Programme that is committed to ensuring High Quality Customer Service across the Council.

Customer Relationship Management Systems
58. The Council has made significant investments in Customer Relationship Management Systems (CRM) and established its first Customer Service Centre in the Highways, Transportation and Waste Management (HTWM) Department. 

59. Through our Customer Service Centres we aim to:-

· Resolve 80% of calls at first point of contact. This enables our back office staff to focus on delivering their service in the most effective manner. 

· Deliver the correct information in a timely and consistent manner.

· Provide customers with a convenient and accessible service.

Switchboard

60. Our Switchboard handles 5000 calls a week and 95% of these are answered in less than 9 seconds. The majority of calls to the Council are not made through our Customer Service Centre and Switchboard and we are aware that the levels of service are inconsistent across the Council.

Website
61. The County Council has a website that provides access to Council Services 24 hours, seven days a week. Whilst we have received much positive comment about our website, we realise that it is not always easy for citizens to access the information they require. We are also aware that we could further develop the range of services that we provide through our website. As a channel for customer service delivery web usage has not been maximised.  

Face to Face Contact

62. Our Customer First Programme has worked with partners to implement face to face access to customer services within local communities through the use of libraries (largely libraries hosting service shops and smaller libraries hosting help points). 
Postal Contact and E-mail

63. Are delivered to various individuals and departments across the Council. The quality and timeliness of the response are inconsistent across the Council. 

Complaints and Customer Feedback

64. The Council is committed to listening to our customers and to delivering a prompt and courteous response. However we acknowledge that we do not always get this right and we are currently reviewing our complaints procedure to make it more effective.

Where we want to be over the next three years

Organisation

65. The Vision for Transformation has already begun the development of a firm foundation for the organisation, through the modernisation of support services and implementing a new working structure for new working practices. The shift in emphasis of placing the Customer at the heart of the Council has already begun to transform external facing services. Below are the areas and improvements that we will deliver over the next three years.

Customer Relationship Management System (CRM)

66. We will continue to roll out our CRM and deliver appropriate services through our Customer Service Centres so that it receives the majority of the Council’s telephone enquiries. In using the CRM to manage interactions with our customers, we will provide high quality, accessible and responsive services.

67. A significant benefit of CRM is that it allows data to be collected once and shared so that over time it will enable the Council to support a range of life events for customers. We will use our CRM to maintain customer records so that we can have a more corporate approach to managing our customer interactions.

68. We need to ensure that we have sufficient trained resources in place to complete enquiries within the agreed timescales and that all information we hold on our customers is secure and complies with relevant legislation. 

Management Information 

69. As a Council we will endeavour to reduce the complexity of our information systems and have a single view of customer, resource and performance information. We will ensure that information about our communities is shared with our partner organisations through appropriate, easily accessible and secure channels. Good quality information will be used to inform decision making, service design and service delivery.

70. Underpinning our CRM we will continue to develop our “knowledge base” that will support our staff to resolve the majority of less complex queries (over 80%) at first point of contact.

71. We will capture and store knowledge in a retrievable format so that customer service agents can resolve the majority of calls without passing the customer to another colleague. This will also enable our back office staff to be released from administrative work so that they can focus on delivering their core business.

Website

72. To maximise cost effectiveness and promote access we will need to better exploit the benefits of more use of the website. We will develop a work programme to improve our website facility and promote the Council’s corporate website as the main method for customers to contact the Council. Web usage is more accessible and cost effective than telephony. 

73. We will reduce the number of existing websites to provide clarity of brand, a single voice and improved access to information. Our website will provide a comprehensive self-service channel that will allow our customers access that is available 24 hours and seven days a week to up to date and accurate information, bill paying and other online transactional services. 

Telephony and Call Streaming

74. We will streamline our telephony solutions by reducing the current number of phone lines, a further expansion of the Customer Service Centre and clearer signposting.

75. Our strategic intent combines the aims of delivering high quality responsive services with delivering best use of resources. Our aspiration is that wherever possible, the customer will connect with a customer service adviser, however given the complexity of our organisation we shall also need to supplement this with the use of automated call distribution (ACD) by asking the customer to select a key to select specific services. 

Face to Face Contact

76. We will continue to provide welcoming and accessible facilities where customers can make an enquiry to a member of Council staff face to face. We will make best use of existing Council and partner assets to provide accessible services in key locations across the County and we will work with other organisations to provide or commission services.

77. Our vision around face to face contact is to develop a neighbourhood ethos to serving our communities by providing one stop shop access where customers can have their requirements met either by trained and courteous staff or where access to services can be provided through technology.

Mobile Services

78. Mobile services are an option where some customers are unable or unwilling to come to us. In such situations we will go to the customer. Our vision is that we will be able to profile these customers and understand their demands through consultation and engagement. We can then work with partner organisations to deliver a range of services in the most appropriate, accessible and effective means. 

Other Technology

79. The Council is developing a programme of “Agile IT” and it will be essential to ensure that the customer strategy is aligned to this. We shall continue to use IT to enable customer service delivery and align our technology to meet customer requirements. In addition to the use of our website we will review the use of other self service delivery channels where appropriate: e.g. scan paper correspondence converting it to electronic format and the use of texting to contact customers and provide information. 

Complaints and Compliments

80. Changing the culture of the organisation will mean that we need to deal with complaints and compliments in a better way. We recognise that successfully resolving complaints not only increases customer satisfaction but also provides opportunities to deliver service improvement. 

81. Resolving complaints at the first point of contact not only increases customer satisfaction but it is also cost effective by eliminating escalation and unnecessary costs. 

82. We will develop more effective complaints, comments and compliments procedures and subsequently produce information for analysis, which will assist the County Council in identifying areas of service failure.  

83. Govmetric is used by an increasing number of authorities and is the definitive approach for gathering customer feedback and monitoring of service performance across councils. It enables public authorities to understand the quality and quantity of service, across all of their channels, 24 hours a day, and 7 days a week. 

84. We are committed to gaining feedback and insight from our customers both at the point of contact and afterwards. We would like to do this in a more consistent manner and to use this we will utilise the Govmetric platform.

85. Govmetric will be used to capture measure and report on the quantity and quality of customer interactions across the Council and will ensure that the feedback we receive from customers is meaningfully analysed. Where information is already gathered through CRM, telephony and web systems, Govmetric can extract data from each of these systems and aggregate it into the Govmetric platform. Govmetric also includes tools that allow the Council to report on NI 14 and is mentioned in the official NI 14 Guidance. 

Customer Services Charter

86. We will review and update our existing Customer Service Charter and embed it within the Organisation. We will ensure that all services adopt the Council’s Customer Services Charter. We will ensure that the standards contained within our Charter are published on our website and are communicated to the public.

High Performing Teams

87. In the wider context we will embed a philosophy of good customer care across all parts of the Council and develop a culture of High Quality customer service delivered through high performing teams. We recognise that a fundamental tenet of this is to empower and engage our staff in the design and provision of services. Customer Service will become a core competence of the County Council. 

88. We will ensure that our Customer Service Strategy is aligned to our People Strategy. Customer care will form part of the job descriptions of all our staff and we will reinforce the message of customer service as part of our Corporate Induction. 

89. All Employees of the Council will be clear that they are responsible for contributing to the delivery of a seamless Customer Service on behalf of the County Council.  

90. Customer Care training and development programme will be developed and rolled out, initially to all frontline staff.  Customer Service will be integrated into the Service Planning process and into the objectives of individuals and teams. 

91. In the wider context we will develop a culture of High Quality customer care delivered through high performing teams. We recognise that a fundamental tenet of this is to empower and engage our staff in the design and provision of services. 

Process Improvement

92. Process Redesign and changing the way that we work across the Council and with partners is core to the delivery of this strategy. We will develop a deeper understanding of service delivery from the service user and redesign end to end processes to deliver effective service across departments and partner organisations. 

93. Through process redesign we will be able to release resources from routine administrative services. Professional staff will be released from administrative duties to focus on the core business.

Consultation

94. We will review our existing practices for consultation. We will ensure that we continue to focus our consultation on “hard to reach groups” and commit to always publish the outcomes of consultation: demonstrating where we have made subsequent changes or explaining why changes are not possible. We will improve on our consultation by developing a formal process to ensure that all consultation is fed into service redesign where appropriate.

Customer Insight

95. Local partnerships must understand who their existing or potential customers are, what their requirements are and where they are located. Accessing and utilising this information is fundamental to meet the increasing expectations of customer service from a discerning public. In addition customer insight is important to inform local area agreement (LAA) targets. Our aim as a Council will be to develop a vision for how we will deploy customer insight to improve service delivery in addition to evidencing the selection of improvement targets and priorities.

.    

Conclusion

How will we get there?

96. To deliver our vision for Customer Service, there is a fundamental requirement to create a culture where customers are placed at the centre of the organisation and to change the way that people work, the way that services are delivered and the way that the Council interacts with its customers. Customer Service will need to become a core competence of the County Council.
97. In order to do this we need to provide clear leadership and governance arrangements to drive the strategy from the top and provide a shared vision that everyone can work towards. The right culture can only be developed when it is sponsored from the top and delivered through a clear governance structure.
98. Senior and middle managers within the organisation will need to buy into the concept of customer focus and adopt the necessary attitudes and behaviours. Our senior managers will need to lead by example, and start spending more time “back to the shop floor”. They will need to conduct focus groups with staff to build the customer service culture and constantly work with their employees for ways to improve the service. 
99. It is recommended that a separate board is set up to embed the Customer Service Strategy with an executive sponsor. Work groups would be set up within each department and these would report into the Customer Services Board.

100. We have created a clear policy statement and 12 principles of High Quality Customer Service, which we shall embed through a County Council Customer Service action. The action plan should form part of the Departmental Service Planning plan clearly outlining the actions that are required to make this a reality.
101. Our policy statement is: “Leicestershire County Council appreciates the importance of High Quality customer service in the delivery of all our services and we are committed to creating and developing a positive approach in which we strive to consistently exceed the expectations of our customers.”
102. This action plan will form part of the Departmental Service Planning. Consultation is core to developing our culture as a leading service organisation and we will continually consult with our customers and staff to improve the design and delivery of our services.
103. Within the coming months we will deliver a Customer Service Charter and clear standards of performance. This will feed into our quarterly performance management cycle. There will be four clear stages to this cycle:
· Consultation with Customers and Staff

· Clear Performance Standards that are visible and transparent

· Management and evaluation of performance against these standards

· Service Improvement through process redesign

104. In implementing this successfully we will be recognised as a centre of best practice for customer service through regular performance monitoring, measurement and benchmarking.
Officer to Contact    

Roderick O’Connor – 0116 3055846
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