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the foundation blocks for understanding our customers better and designing access to our services with them and around their needs.

Our outcomes...

Whatwe're going
to do...

What we hope to
achieve...

Our
headline

target(s)...

. Customer choice on how they
interact with the Council.

. Seamless service delivery across a
broad range of channels.

. Maximise opportunities for cit¡zens
to interact with the Council via
mobile and soc¡al network
platforms.

. Withdraw channels that citizens do
not use,

. Replace enquiries made via face to
face and telephony channels with
opportunities to interact via self-
service channels.

. Reduce the number of inappropriate
/little used channels.

. Customers have greater input to,
and choice over, the services they .

receive and how they access them.

. Develop a more transactional
website provid¡ng self-service
options for service delivery.

o Where appropriate give control to
the community to deliver services
and support for themselves through
the provision of social technology
platforms and opendata,

. Increase online book and pay
facilities and enable citizens to
track appl¡cation requests.

. Continually review channel usage
to ensure the most cost-effective
channeus for service delivery,

. A single view of customers and how
they interäct with services.

. Consistent informat¡on, advice and
tools prov¡ded across all channels,

. Resolut¡on at the first po¡nt of
contact.

. Reduced avoidable contact,

. Reduced service failure.

' Wherever possible, customer needs
will be resolved at the first point of
contact.

. Maxim¡se the depth of enquiry
handled at the nrst point of contact.

. Have a unique and consistent view
Õf the customer.

. Ensure that appropriate Customer
Relations training is readily
available to support the delivery of
th¡s strategy

. Use customer feedback to drive
content on the Council's webs¡te.

. Exploit the benefits of using multi-
med¡a content on the Counc¡l's
website to help customers wishing
to self-serve.
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