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Birmingham City Council  

Coordinating Overview and Scrutiny Committee  

Date 14 October 2022 

 

 

 

Subject:  Customer Service Programme Task and Finish Group 
Update Report 

Report of: Chair of Customer Services Task and Finish Group 
Report author: Nikki Spencer, Delivery Manager, Customer Services 

Programme 

1 Purpose  

1.1 To update the Committee on work of the Customer Service Programme Task and 

Finish Group and agree how the work of the Task and Finish Group will be 

progressed.  

 

2 Recommendations 

2.1 Members note the update report and agree the next stage of the work for the 

Task and Finish Group as set out in Appendix 1.  

 

3 Appendices 

3.1 Appendix 1 – Customer Service Programme Task and Finish Group Update 

Report 

 

 



Customer Service Programme

Task & Finish Group Update Report

Co-ordinating Overview & Scrutiny Committee

14 October 2022

Customer Service Programme
Putting people first, all the time, every time.
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Programme Status

Year 1 programme activities to ‘Fix the Basics’ as originally set out in the Customer Service 

Strategy and associated Enhanced Business Case (EBC) approved by Cabinet in December 

2021. 

Through user research and data analysis, understand the current customer and staff 

experience for high demand services.

Initial phase focussed on Waste Management, Housing Repairs, Bereavement Services and 

Highways, providing a set of commitments to deliver.
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Bereavement Services
28 Recommendations

13 Programme
15 Service

8 inflight with programme

GOAL:

“To understand the current customer experience by targeting high demand services accessed digitally 

and offline, in order to identify a model customer experience, based on best practice that will 

increase/improve satisfaction.”

Housing Repairs
13 Recommendations

10 Programme
3 Service

6 inflight with programme

Waste
13 Recommendations

6 Programme
7 Service

5 inflight with programme

Highways
10 Recommendations

5 Programme
4 Service

1 out of service scope

Customer Service Programme User Research Appendix 1



Bereavement Services
example of recommendations presented to service leads
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• Scrutiny of the recommendations that the service area need 
to consider and  prioritise

• Holding Directorates to account on how the customer 
strategy is being embedded with a view to driving up 

standards

• Co-ordinating O&S Committee to endorse these actions

Co-ordinating O&S helping to ensure end-to-end customer 

service improvement through Task & Finish Group
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