[bookmark: _GoBack][image: ]                                        				[image: ]		
Chiltern District Council and South Bucks District Council
Customer Experience Strategy Draft Outline

Introduction
From Leaders and Chief Executive
To include:
· Links with Councils’ corporate plan – key priority  ‘Deliver cost effective customer focussed services’ 
· Links to transformation programme ‘Stronger in partnership’
· Need to meet customer changing demands and needs. Proactive service delivery identifying services for customers that prevent poor outcomes later on.
· Drivers and outcomes - Value for money services, reduce customer contact and improved customer satisfaction
· Put customer at heart of our service and redesign to do so
· Developed our vision and key principles and we will tell the customer what we are going to do to get there
Transforming our customers’ experience
Chiltern District Council and South Bucks District Council have embarked on an ambitious programme of transformation. We aim to ensure that customers are at the heart of this and this strategy shows how we aim to deliver our vision over the next two years and put the customer at the heart of everything we do, across the whole of the Councils.
Our vision for our customers’ experience
Chiltern District Council and South Bucks District Council are committed to listening and understanding our customers, enabling us to deliver consistent, quality services that fully meet our customers’ needs. We aim to deal with the whole enquiry at the first point of contact and ensure that the enquiry is fully resolved. We will provide services that are easily accessible by a variety of means enabling customers to use our services whenever and wherever is convenient.



Key principles
The five key principles that support this vision and delivery of our
 Customer Experience Strategy are:
· Listening to our customers and learning about our customers to understand customer needs
· Providing a consistent customer experience across the whole Councils regardless of who you contact, when you contact and how you contact us 
· Dealing with your whole enquiry at first point of contact where possible;
· Providing an accessible service promoting self-service via different channels;
· Providing a quality service aiming to get it right first time


Our core values
The Councils have committed to five core values and the behaviours that support their delivery. These are:
· Customer Focused
· Collaborative
· Committed
· Challenging
· Courteous



Values and behaviours to support our teams to deliver this vision and our principles have been developed to reinforce a ‘Customer Focus’ culture:


Our customer focused values will ensure that around here we all:
 
· Provide a consistent, professional fair and honest service in all our dealing with customers;
· Consider the impact of all our actions and decisions on our customers;
· Deliver an easy accessible, reliable, efficient and flexible service;
· Aim to accurately resolve all enquiries at the first point of contact, taking ownership of the enquiry and ensuring that it is fully resolved to the customers’ satisfaction;
· Take the time to understand our customer needs. 



Principle one – understand customers’ needs

Delivering a good customer experience involves understanding what customers need and delivering services to meet that need. In order to do so we need to gather customers’ views and involve customers, listening to them and acting on what we hear.

We will look at different ways to understand our customers’ needs and learn about our customers. Once we have the full picture of a customer we can deal with the whole of their enquiry and fully meet the individual customer need, identifying services that may be of benefit now or in the future. 

What are we going to do:

· We will review our data sharing agreements – we will look to ensure that if you give us information you only need to give it to us once no matter how many services you are using
· We will learn from your complaints and feedback – we are introducing a new complaints procedure and we will ensure that this is used across the organisations and we learn for this 
· We will look at ways to talk to you and gather your feedback – this could be by means of surveys or a customer forum which could be created using social media
· We will review at all of our services for a customer perspective and make changes to improve your experience – we will review all our processes to make sure that they are simple and accessible via a number of access channels and that we aim to deal with the whole of your enquiry at the first point of contact



Principle two – provide a consistent customer experience

Our strategy aims to improve the experience for our customers regardless of which service you are using, who you speak to and how and when you access our services. Our vision and our values and behaviours apply to all of our staff and services and will ensure that we embed these values and behaviours in our culture.

What are we going to do:

· We will promote customer focus values and behaviours amongst our staff – The values and behaviours will be used in recruitment exercises, reinforced in staff training and evaluated through our performance management
· We will develop standards to ensure that you know what you can expect of us- We will provide you information on timescales and standards of service so you know what you can expect from us
· We will ensure that your initial enquiry is dealt with consistently regardless of what service you require – We are reviewing our structure to ensure that initial enquiries are dealt with by one team who will aim to deal with your whole enquiry at the first point of contact. However, where your enquiry needs specialist involvement from the related service area this will be identified and the relevant member of staff will resolve your query.  
· We will share good ideas across all of our services – we will develop our services to meet our customers’ needs and where we identify an improvement we will aim to apply this across every service area.



Principle three – dealing with the whole enquiry at the first point of contact

We aim to resolve your enquiry at the first point of contact enabling us to reduce the time it takes to deal with your enquiry and ensure that we have dealt with the whole enquiry. We appreciate that it may not always be possible and that you may need specialist advice from another department. If that is the case we will ensure that your enquiry is directed to the relevant person who will also be committed to resolving your enquiry.

What are we going to do:

· We will aim to deal with your whole enquiry in one customer focused team - This would include enquiries by telephone, face to face, post, generic email addresses and social media. We will only pass your enquiry on to another service where specialist advice is needed thus reducing double handling.
· We will investigate the use of new technology to develop a single view of our customers – this would enable us to have all of your details to hand when you contact us to deliver a more personalised service and have a record of all your interactions with the council and so progress can be tracked.   
· We will explore opportunities to work with partners – If we work closely with our partners and other agencies we can look for opportunities for you to access our services at other locations for example in local libraries.
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Principle four – providing an accessible service promoting self service 

We are committed to ensuring that our services are easy to access. For the majority of customers’ the most efficient and appropriate channel will be the Councils’ websites. However we appreciate that some transaction may require more assistance and need to be available on the phone, face to face and in some cases in the customers’ homes. We will ensure that all services are reviewed and that they are available on our website and can be accessed via self-service where possible. This will mean our services can be accessed 24/7 and from anywhere giving our customers’ choice and ensuring they are in control.

What are we going to do:

· We will review the current website and ensure it is compatible with mobile devices – We need our customers’ to be able to access our services from mobile devices so that they can use our services at any time and from wherever they want to. We will investigate the implementation of ‘Live Chat’ to enable our officers to support customers to self-serve.
· We will explore the potential of introducing a citizen portal – this will enable our customers to access their records, request services and track progress without the need to contact us. This will give our customers control over their interactions with Council services.
· We will support customers to self-serve – This could be by providing self service locations in our offices and with partners or it could be by supporting customers to improve their digital awareness by attending training courses etc. 



Principle five – providing a quality service aiming for right first time

All of our services aim to provide an excellent service to our customers. Where we fail to do this it often results in the customer needing to contact us and so causes inconvenience. Getting it right first time reduces customer contact that could have been avoided. To achieve this we need to resolve problems at the first point of contact to identify and remove wasteful processes and use customer feedback to improve the customer experience.

What are we going to do:


· We will monitor the reasons that customers contact us – where this contact could have been avoided we will work to improve the processes and the service provided to prevent avoidable contact in the future.
· We will commit to putting things right – where we do make a mistake we will accept this and inform you how we intend to resolve this matter. We will publicise our Compliments, Comments and Complaints Procedure and provide clear guidelines on each stage and what you can expect.
· We will try to ensure that we have resolved your enquiry to your satisfaction – when you contact us we will check that we have fully resolved your enquiry and we will proactively identify any areas where we can offer you further assistance.   







	

Measuring the success of our Customer Experience Strategy

This strategy demonstrates that Chiltern District Council and South Bucks District Council are committed to improving our customers’’ experience. In order to measure the success of this we will develop measurable standards and will publicise our performance. We aim to apply these standards across all services and to introduce methods of monitoring our performance against them and improvements made. 

	
	Current recommendation (based on all responses)

	Letter
	Full response in 10 days & if unable to respond in 10 days, letter to advise timeframe for response


	Phone
	Try to ensure phone answered by person and if not voicemail, which is updated on daily basis and then responded to, to fit with message 

	Email
	Immediate automated acknowledgement to all generic email addresses
Full response in 10 days, and if not advise timeframe for response  

	Councillor
	Same standard as customer they are representing

	In person 
	For a general enquiry at our locations, aim to see within 15 minutes & deal with or signpost there and then, and if the enquiry is more specialist or expert, agree a mutually convenient appointment time
If we are coming to your location, we will make an appointment if appropriate


	Social media
	To be inserted when social media strategy agreed



Providing us with feedback
We want customers to feel that they are being listened to and queries are dealt with quickly. We want to offer you the support that you need at the right time and in the right place. Getting your query resolved to your satisfaction first time will reduce the need for repeat contact saving you time and us money.

Whilst we are committed to high standards of customer service we also know that sometimes things go wrong. If you want to provide feedback on any of our services you can use our Compliments, Comments and Complaints procedure LINK
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