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WBC Access Points Written \

Borough news
Cyclical post (Ctax, benefits, schools)

Social Media

Facebook, Twitter,
YouTube & Instagram =
Social media handles <14

Face to face
Libraries x9
Children's centres x5

e ‘ . Leisure centres x5
o Polling stations x60
Officer visits (CS, ASC, P&G),
Members, Towns & Parish Council

Phone
Website - - “ ") Telephone numbers <40
Portals x19 @ i

- Mobiles <1,700
\ Microsites x10 ——— Customer )
(@))
Customer Inconsistent customer experience across WBC — pockets of excellence but the Standardised customer service across departments, and ownership of customer
Experience belief is customer experience is owned by Customer Delivery not org-wide

experience to be org-wide

Feedback from customers and employees tell us that it is not always eas . .
Website . . . . ploy ¥ Y New website centred on needs of our residents
to navigate digital sites

Customer Insight Customer insight performed on ad-hoc basis. Not done consistently across Customer insight used proactively as part of a customer centric strategy and
& Analytics departments/access points so unable to use it to drive improvements drives continuous improvement across WBC
Customer Journey Customer journeys not always clearly identified or managed. Customers tell Easy to use, streamlined customer journeys that are focused on customer need.
Management us that it is not always easy to navigate council processes Clear organisational accountability for the success of customer journeys

Current picture and future aspiration --___"'-wuu.uuuum
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CX Where we are going | 5 year change programme

Discovery Strategy Development & Mobilisation
(October - January) (February - May)

| |

| | | |

| | | |

I % Existing CX projects I o Workstreams I Eﬁ Agree stakeholder ‘ I

I . N I * « e, I . I

| = continue : 000 initiated | \Y involvement |

| | | I

| - : | |

: Exi"fmd ZX'tSt';g_ be'sLt , Q Implement BP | ;g% Create programme I
%4 practice, data & insig I 0-0 model | A governance |

| methods | | |

| | | |

| — . | | |

Draft str n
| ? Engage with Industry | \5 aft s’F atelgy and | Q Commence delivery of I
: o Experts : action plan : agreed actions :

Live Customer Delivery ": :" In-progress Customer Delivery ( Customer Equality 0 s i Cross-cutting projects ( ASC \( 0
activity/projects : : activity/projects e : : Transformation Library Strategy :
: \ / = N\ A g -
(" Birth registration ) - (" Improvementsin )( R Council Tax \ - ( N\ ( ) :
§ . . : P . GovMetric+ . - Website Workplace .
partnership with . . complaints customer journey - . . Domestic Abuse
: : . roadmap . : Improvements Reimagined
\_ RBC y : N handling U ) improvement ) L ) U )L )
( T i ( Y4 N\ N 4 N [ N )
: : D365 CX Learnin . : o . : ,
Customer charter : 8 Tone of Voice - Data & Insight Equality Anti-Poverty
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Int ti
nteraction Gov Metric
volumes
Voice of
the Accessibility
Employee
Councilor ; A
oroug
Feedback Demographic
(CPWG)
o
vb\.%e of Root
the causes of
Customer complaints
Website Service
User Data Intelligence
Town & .
. Equality &
Parish . .
. Diversity
Council Data
\ Feedback

" CE and Strategy

Development
. Jackie Whitney )
(~ ™)
Engagement
Simon Price
. J
( )
Digital
Nick Spencer
-~/
)
Insight
Mark Gwynne

L
f Procurement, \

Commissioning &
Contracts

Finance
Graham Cadel
People Commissioning
Wes Hedger

Place Commissioning
Rhian Hayes

" Workforce &

Development
. Chriz Bennett
r ~
Comms
Dave Allen

Cross cutting projects

Domestic
Abuse

Anti-
Poverty

)
Library

Strategy

)
Website
Improvements

—

)
Data &

Insight
e

(
ASC
Transformation
N\

Workplace Reimagined

Equality

Governance |How we realise the benefits

Customer
Experience

Website

Customer
Insight &
Analytics

Customer
Journey

Management

Benefits

Standardised customer
service across
departments, and
ownership of customer
experience to be org-wide

Redesigned website
centred on the needs of
our customers,
repositioned as a
dedicated access channel
24/7

Customer insight used
proactively as part of a
customer centric strategy
and drives continuous
improvement across WBC

Easier to use, streamlined
customer journeys that
are focused on customer
need. Clear organisational
accountability for the
success of customer
journeys
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Adoption

Discovery Phase Mobilisation
Nov 21 Dec 21 Jan 22 Feb 22 March ZZI April 22 May 22 Jun 22

PID development
Identify Workstreams *

Procure CX Specialist

Identify touchpoints

) 2
* %

Workstream Groups & CPWG set up

) o

Jjeaag sewlsiiy)

Steer'gl’g Group set up

CustoMer Delivery TOM and structure

Draft strategy in place

) o

Programme controls set up

) o

Programme Governance in place
Draft strategy circulated
Strategy agreed *
Mobilisation planning

Strategy Launch *

Implementation

The roadmap date and time schedule will be finalised in collaboration with Workstreams and Governance.
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