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Benchmark against best practice


Be the best practice!


Transforming services


Continuous review


Create a “customer services culture” within the organisation








Work with Partners to reduce costs


Provide a range of county services and partner services at one location








Reduce avoidable contact through service improvement


Ensure staff are understand the concept of avoidable contact








Representative Workforce 


Individual staff excellence


Best use of resources


Empowered employees = motivated employees


Focus groups with staff


Lead by example


Recruit staff with the right skills


Embed customer service as a core competence


Deliver a consistent level of customer service


Develop skills in current employees


Staff will be sensitive and empathic


Should improve staff morale and retention


Encourage new innovative ideas


Staff should be able to list key ways of providing excellent service


Staff understand that customer service is part of every job role


Staff should demonstrate organisation values and customer service principles


Ensuring staff consistently exceed customer expectations


Staff should demonstrate organisation values and customer service principles


Staff should have a broad knowledge of services, not limited to the services their Council provides


Staff decide the best way to provide the service to a customer








Deal with complaints positively


Ensure that complaints feed into process re-engineering


Reviewing complaints procedure








Customers need to know who delivers which services


Reduce the number of websites


Keep information secure


Continue to build a knowledge base for staff


Reduce number of published phone lines


Information should be freely available through a variety of channels








Reduced costs through Partnership Working


Reduced costs through effective process re-engineering


Reduce duplication of effort 


Implement CRM on a larger scale


Be mindful about how resources are being used


Customer are aware of (and happy with) the cost and quality balance 


Value for money = High quality services 








Deliver services through a wide range of channels


Customer can access services in a convenient way to them








Equal access to services for customers


Frontline staff are trained in E&D


Staff aware of responsibilities under Equality Legislation


Meeting the needs of a diverse population








Improve satisfaction figures as a result of Standards


Publish a customer charter/ standards


Ensure the strategy is aligned with other major plans








Services are clearly signposted 


Deliver accessible services


All locations must be accessible


Disabled customers have equal access to services








Improve consultation processes


Publish consultation results


Know what the people of Leicestershire actually want


Improve how we engage and consult with customers











