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Customer Service Strategy Commitments

Delivery in conjunction with implementation of the programme's backlog of recommendations/opportunities identified from YR1 Discovery with the prioritised servic
Management; as well as user research with engaged service areas such as Children & Families and Adults Social Care; continued onboarding of services into the Contact
Governance and Strategy following YR1 Web audits.

Complaints Analysis: visibility, reporting and assist to fix Complaints: visibility, reporting and assist to fix

e areas: Highways, Waste Services, Housing
Centre; and corporate adoption of Web Content

Accessibility: Ensuring accessibility of services Accessibility: Ensuring accessibility of services /%
Connecting our Teams: Customer Service Champions Connecting our Teams: Customer Service Champions /4
Communicating Change: Annual Service Communications Plan Communicating change

Easy Searching: Google search functionality for right service provider EENZTIATT Tz IR
Signposting for you: Top 50 Non-BCC Service Requests Signposting for you /X

Our Contract with you: Customer Charter A

C ity Hubs: Property revie ity hub locations m

Helping stay on top of things: Simple Appointment Reminders A

Giving you a voice: Customer Service Panel A
Testing our services: Mystery Shopper Teams

Speeding up your frequent tasks/Digital to promote healthy A

lifestyles: Digitising Top 50 Service Requests

Getting our information right: Web Content Governance & Strategy Getting our information right o

adoption
Owning Customer Service: Customer Standards Workshops Owning customer service: customer standards workshops /Y

One View of You: Sharing data safely across Top 10 service areas

Getting ahead of demand: Working smarter/pre-empting demand Pre-empting demand Top 10 /N

across Top 10

Keeping you informed: Top 5 activities you want to know about l:>
Redesign our customer service set up: Support Team for Top 50 Support Team for Top 50 Service Requests

Service Requests

Asking you to help out: Citizen Digital Technology Trial ChiizenllechiTHiol A

Single Front Door: Onboard services to Contact Centre Single Front Door

Speeding up frequent tasks: Tell Us Your Info Once - sharing data Tell Us Your Info Once
safely /AN
ised service alerts/remil reminder Personalised Service Alerts/Reminders A

texts/emails based on user preference

Sector-leading Customer Service: Centre of Excellence ‘ A

Unblocking Services: Process review to remove unnecessary steps Unblocking services

Understanding you: Use of open data to understand customer needs Understanding you/Use of Open Data A

Located together for you: Supporting user needs co-locating with Located together for you/co-lating with other service providers A

other service providers

Pointing you to services: Automating messages for Top 20 related Pointing you to services - automating messages for Top 20 related services

services




