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ANNEX 2

Customer Service Action Plan
Project


Time Line
Update

1. Local Access Points





Pilot a local access point in Witney in conjunction with WODC from Autumn 2004

· Concentrate on FAQs for E&E


FAQs to Districts and first tranche of OCC Internet FAQs by end Dec 2004 


FAQs for all directorates collected, now working on implementing them on the website and passed to WODC.

· Negotiate agreement with WODC about obligations on both sides (issues for local response, back-up services from E&E, issues to be referred to E&E, E&E response arrangements)


Dec 2004
WODC currently updating CRM system. Can determine once work completed.

· Identify success criteria for assessment in Autumn 2005.


Dec 2004
· 

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


Monthly review after West Oxon pilot started
Meeting with Carterton and  Henley November

Review potential locations for other access points in market towns

· Identify possible locations throughout Oxfordshire but concentrate on phase 1 (the major market towns/neighbourhoods of Bicester, Banbury, Henley, Abingdon, Carterton, Witney , Kidlington, Didcot etc)


Aug 2004
Survey completed

· Identify the most suitable premises from libraries, other county buildings, town and district council buildings and having regard to convenience for customers, available of space and cost implications
From Oct 2004
Under way

· Evaluate the viability of mobile facilities for coverage of rural areas.
End Dec 2004
Team member attending seminar on mobile government. 

Report on options in preparation.

2. Customer Contact





Specify scope of customer needs for County wide information.





· Define customer requirements from E&E in depth and identify information needs to be documented


Completed


FAQs written – currently being uploaded to website.



· Identify FAQ's for other services.


Completed


FAQs completed– currently being uploaded to website.



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

· Determine when county wide information system can be made available in Witney.


From Aug 2004
AWIS programme in scoping stage.  Consultants to determine project specification. Meeting arranged for Dec 1st.

· Consider alternatives for the short term.


From Aug 2004
FAQs for all services passed to WODC.

· Define other customer response points in E&E.


From Aug 2004
AWIS programme in scoping stage.  Consultants to determine project specification. Meeting arranged for Dec 1st.



· Determine implementation arrangements.


From Aug 2004
AWIS programme in scoping stage.  

· Agree arrangements for performance review.


From Aug 2004
AWIS programme in scoping stage.  

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


From Aug 2004


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

· Once authority wide information system has comprehensive information from scripts on County wide functions, develop a business case for contact centre options (a centralised approach v mini contact centres co located with local access points.


From Aug 2004
Ongoing working with E&E.  L&C interested in setting up hotline numbers/single contact number.

Overall position to be reviewed in 12 months

· Define implementation plan.


From Aug 2004


3. 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.


Mid July 2004
E&E completed

· Review recruitment and training arrangements


Ongoing – meeting with corporate HR in December 2004
E&E incorporating Customer service training into induction day



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


Sept 2004 onwards
Job descriptions and selection criteria being rewritten in E&E

· Define arrangements for roll out to other directorates


Sept 2004 onwards
Will evaluate project in E&E before roll out.

Ensure staff are trained in customer service skills

· Audit customer service skills amongst existing E&E staff


Sept 2004 onwards
Completed

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


Sept 2004 onwards
Proposals being explored with Corporate HR.

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


Sept 2004 onwards
TBC

· Define arrangements for roll out to other directorates


Sept 2004 onwards
TBC

· Scope potential methods of delivering generic customer service training across the authority


Sept 2004 onwards
Report given to Steering Group – working with Adult & Community Learning on programme of LSC-funded training

4. Telephone Access





Develop an electronic directory to help customers to contact appropriate officers

· Identify key customer contacts by reference to service/FAQs


Mid November 2004
FAQs completed



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


Ongoing
ICT

To be incorporated into web re-development

· Define updating arrangements 


2005


· Implement use of system internally


2005


· Review suitability of system for use externally


2005


· Make system available for external use


2005


Simplify the County Council’s entry in the BT directory

· Use FAQs and major services as the basis for a simplified OCC entry in the directory



Completed

Awaiting proof from BT

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


2005


5. Commitment to Customers





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

· Define standards in the Strategy to be approved Dec 2004


Aug 2004

Nov 2004
Completed

Completed

· Define monitoring arrangements



Completed

· Assess any training requirements and implement if necessary
Nov 2004
Discussions with Heads of Service planned Jan 2005

· Communicate requirements to staff


Jan 2005
Following Heads of Service meeting.

· Review effectiveness 


Autumn 2005


Develop service commitments to customers for inclusion in 2005/06 service plans

· Define phase one services to participate
October 2004
Published for consultation in Oct. Monitoring arrangements Nov. 2004
Incorporated in strategy for executive approval Dec 2004



· Assist service managers to develop standards


Jan – Apr 2005


· Agree monitoring arrangements


Jan – Apr 2005


· Publish standards and communicate them to appropriate staff and members


Apr 2005


· Review performance


Oct  2005


6. Website





To help produce a new and improved website to the public.

· CS representative on the Website development team to help ensure the new website delivers a higher degree of Customer Satisfaction. Duties may include challenging decisions on design, content and functionality of the site. Setting up service level agreements, project management and ensuring certain content is included.



Agreement to create a new website by web programme group.



7. Intranet





· Providing Intranet pages to create better awareness of Customer Service throughout OCC. 



Currently with ICT for assessment.

· To use the intranet as a tool to gather research on Customer Service issues disseminate other relevant information



Agreement for new scrutiny officer and new resources web developer to start work.

· To represent CS on the new Intranet development team to ensure better customer satisfaction.



ongoing

8. Customer Service Awareness





· Create and implement a customer service awareness strategy using internal communications and the intranet site.
Nov 2004 onwards
Proposal sent to Customer Service Steering Group and Marketing- awaiting management approval and support. 
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