ANNEX 2

Customer Service Action Plan 

September 2004 – March 2006

Project
Customer Service Lead Officer(s)

Local Access Points


Pilot a local access point in Witney in conjunction with WODC from Autumn 04

· Identify FAQs for E&E

· Negotiate agreement with WODC 

· Identify success criteria for assessment in Autumn 05.

· Consider roll out of the same topics to other one stop shops/local access points

· Review opportunities for the extension of information/advice available 


Maggie Donaldson / Austen Naughten

Jess Robson–Parkin / Austen Naughten

Jess Robson–Parkin 

Jess Robson–Parkin 

Jess Robson–Parkin 

Review potential locations for other access points in market towns

· Identify most suitable premises and locations throughout Oxfordshire concentrating on the major market towns/neighbourhoods and taking into account the potential for partnership with district and town councils, convenience for customers, cost implications and availability of space.

· Evaluate the viability of mobile facilities for coverage of rural areas. 

· Develop a costed roll out programme for phase 1 local access points 


Terry Ludbrook

Maggie Donaldson

Jess Robson–Parkin 

Customer Contact



Specify scope of customer needs for Countywide information.

· Define customer requirements for E&E and identify information needs to be scripted.

· Assist service managers in E&E to write scripts based on frequently asked questions.

· Identify FAQ's for other services and agree arrangements for developing scripts.


Austen Naughten

Austen Naughten

Maggie Donaldson



Pilot use of the scripts in the Witney local access point / mini contact centre.

· Load E&E scripts on to WODC CRM system

· Define other customer response points in E&E.

· Determine go-live implementation arrangements for Witney 

· Agree arrangements for performance review.

· Examine opportunities to make authority wide information available to other points where our customers are assisted; one stop shops/telephone/reception services.


Jess Robson–Parkin 

Austen Naughten 

Austen Naughten 

Jess Robson–Parkin 

Jess Robson–Parkin 

Assess the potential benefits of creating contact centres to concentrate the telephone response.

· Develop a business case for contact centre options (a centralised approach v mini contact centres co-located with local access points) once IT systems have been developed.

· Define implementation plan.


Jess Robson–Parkin / Terry Ludbrook

Jess Robson–Parkin  /Terry Ludbrook

Customer Service skills


Ensure that recruitment processes include assessment of customer service competence for all appropriate posts

· Identify all posts with a customer service element but focus on E&E as phase 1

· Review recruitment and training arrangements and define arrangements for including Customer Service requirements 

· Implement  ‘customer service’ in recruitment processes for E&E

· Define arrangements for roll out to other directorates


Sara Willisillis/Austen Naughten

Maggie Donaldson/ Sara Willis/

Maggie Donaldson / Austen Naughten

Maggie Donaldson /Sara Willis



Ensure staff are trained in customer service skills

· Audit customer service skills amongst existing E&E staff

· Define generic customer service training and ICT customer service systems training

· Agree roll out of training programme(s) for E&E

· Define arrangements for roll out to other directorates


Maggie Donaldson/Austen Naughten

Maggie Donaldson /Sara Willis

Maggie Donaldson /Austen Naughten

Maggie Donaldson /Sara Willis



Telephone Access

Develop an electronic directory to help customer contacts assist customers 

· Identify key customer contacts by reference to organisational map and links with services

· ICT to develop an electronic directory with search by service/FAQs, name, directorate etc)

· Define updating arrangements for electronic directory

· Implement use of system internally

· Review suitability of system for use externally


Elizabeth Thasiah / Sara Willis

Wayne Smith(ICT)

Elizabeth Thasiah

Elizabeth Thasiah

Elizabeth Thasiah



Simplify the County Council’s entry in the BT directory

· Use FAQs and popular service numbers as the basis for a simplified OCC entry in the directory

· Further review the entry if/when an electronic directory is available


Edd Bell

Edd Bell

Commitment to Customers


Define and publish corporate standards for opening hours, telephone answering, responses to letters and complaint handling

· Define standards

· Define monitoring arrangements

· Assess any training requirements and implement if necessary

· Communicate requirements to staff

· Review effectiveness 


Sara Willis/ Maggie Donaldson

Sara Willis

Maggie Donaldson /Sara Willis

Edd Bell

Sara Willis



Develop service commitments to customers for inclusion in 05/06 service plans 

· Define phase one services to participate

· Assist service managers to develop standards 

· Agree monitoring arrangements

· Publish standards and communicate them to appropriate staff and members

· Review performance

· Define programme for rolling out arrangements to all services

· Implement full programme


Debbie Dent

Debbie Dent

Debbie Dent

Edd Bell

Sara Willis /Maggie Donaldson

Sara Willis /Maggie Donaldson

Debbie Dent



Website


To improve the user friendliness of the Council’s  website.

· To work with the Communications & Marketing Unit to ensure the design, content and functionality of the site meets customer needs. 


Edd Bell



Provide interactive services on line.

· Support Vision Project for Social Services to provide on-line information on care home vacancies

· Provide Adult & Com Learning searchable website on adult courses

· Identify a programme of services to be delivered on line 
Elizabeth Thasiah/Edd Bell

Edd Bell

Debbie Dent
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