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Customer Access Strategy 2012 - 15

Leeds City Council is striving ‘to be the best city council in the UK’ and to develop a future for local government built on the principles of civic enterprise. To ensure we meet these ambitions, a
key success measure is delivering services which meet the needs of the people of Leeds. This customer access strategy 2012-15 focuses on delivering this capability. The strategy establishes
the foundation blocks for understanding our customers better and designing access to our services with them and around their needs.
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services to: Be open to all Provide Choice Meet Need Deliver First Time Provide Satisfaction

Our outcomes... ERARSER RV EEE e R IE] e Customers have greater input to, « Customers influence the design and ERTHEIGCVE NS o] AT eI I Sl « Customer satisfaction drives service
access to services. and choice over, the services they . delivery of the services available to will be resolved at the first point of improvement.
receive and how they access them. them. _contact.
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Our Increased service take-up among o Replace enquiries made via face to BT SERUTER S e e e e e i i la » Reduced avoidable contact. Performance met on service

! : under-represented and vulnerable face and telephony channels with Ll eiE e Ete e VARG S I Reduced service failure. standards.
headline groups. opportunities to interact via self- delivery. Increased customer satisfaction

ta rge’[(s)_,_ « Increased consultation with service channels. « Increased service satisfaction across all service delivery channels.
community groups in relation to e Reduce the number of inappropriate | EVEES
preferred access channels. /little used channels.

What we hope to Improved understanding of o Customer choice on how they » Customer insight is consistently used ERRSRTICRIERe NI ol ISR MW » Customer satisfaction at the heart
: S Hsl sl [ IS ISl e g-lnalel2-8  interact with the Council. to profile our communities, determine ERGIETCETa AW RSVl of our performance management
ETR NG 1oviers to access for under- o Seamless service delivery across a SR IVERE R RRE G ESS el o Consistent information, advice and framework.

represented and vulnerable groups. EENGEEEEtelNelfeEUL TN to the people of Leeds. tools provided across all channels. EROUST IR e dlola e a2
Increased targeting and take-up of EVENINERRTNIeT ISR derir< il * A Clear and consistent approach » Resolution at the first point of of our commissioning framework.
SIS o U le (SISl e+, interact with the Council via to the identification of customer contact.
vulnerable groups. mobile and social network pathways/journeys.
platforms. » Community-led service provision

o Withdraw channels that citizens do [ AR NERERSEEr
not use. » An ability to respond quickly

to demands for new ways of

interacting with the Council.

Whatwe're going Maximise the use of existing * Develop a more transactional « Implement a clear and consistent e Maximise the depth of enquiry Ensure that the Councils
customer service assets - the website providing self-service approach to gathering customer handled at the first point of contact. S gieldnE =N EETs [ Ea1d
todo... Contact Centre, One Stop Centres, options for service delivery. insight. « Have a unique and consistent view framework incorporates the

Joint Service Centres and the o Where appropriate give control to [ s lea e RS aIESS e eI RE AT of the customer. measurement of customer

website, taking into account local the community to deliver services SR eige e R el e DASIIIES S o Ensure that appropriate Customer outcomes across all service

needs. and support for themselves through RGN E S Relations training is readily channels

Provide information in accessible the provision of social technology [ EEREN e VA DS RS v as available to support the delivery of [SREGeISICRRTEIRNEEETEl S

formats across channels. platforms and opendata. delivery through streamlining this strategy corporate customer service

Use customer insight to develop « Increase online book and pay Dlrslesssas IR RIS S | | jse customer feedback to drive standards, developed with

channels to increase service take- facilities and enable citizens to workforce, and making more content on the Council’s website. customers themselves.

up. track application requests. efficient use of our assets. « Exploit the benefits of using multi- » Publish satisfaction levels against
« Ensure fair and equal access is key EROQIGIEIIEEVEVEGELLENTEECIEE « Develop further self-service media content on the Council’s those standards.

to our performance framework. to ensure the most cost-effective opportunities for citizens to access website to help customers wishing
channel/s for service delivery. services giving priority to areas of to self-serve.

greatest demand.

Working as a | Spending monéy Being open, honest
team for Leeds wisely and trusted

Treating people ‘ ‘Wof‘k.ing with

fairly communities



