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REPORT TO CABINET






19 May 2009



 

TITLE OF REPORT:
 Customer Service Strategy  
REPORT OF:
Mike Barker, Strategic Director, Legal and Corporate 




Services  

Purpose of the Report 

1. The purpose of this report is to seek Cabinet approval for the new customer      service strategy for the Council.  



Background 

2. Cabinet agreed implementation of the Customer Service Strategy in November 2004.  Primarily, this strategy dealt with the set up of the customer services function and how services would migrate frontline customer contact into customer services. This strategy also contained a detailed plan of how customer services would be set up as a function. 

3. Cabinet approved the establishment of the customer services unit in October 2005 and the customer services function was launched in June 2006. Since then, several frontline services have migrated in, including all general enquiries, most local environmental services contacts, the children’s information service, school holiday activity bookings and a number of other services. Cabinet approved an update report on the implementation of the customer service strategy in March 2007.


Proposal 

4. The objectives of the existing customer service strategy have been achieved. Whilst the rollout into all council services is not yet complete, this will continue until all appropriate frontline contact has been migrated into the customer service operation and is part of the new strategy. Supporting the new strategy will be a detailed development plan, showing how it is intended to migrate services into the customer services function.

5. It is proposed that a new customer service strategy, emphasising the Council-wide, joined up nature of customer service be adopted. This new strategy should have a different emphasis to the existing strategy. It should focus on the principles of customer service that all services should deliver rather than the setting up of a customer services function. The new strategy should set out customer service principles by which all services provided to residents and businesses in Gateshead should be designed and managed, and set out an action plan for services to achieve them.

  
6. It is proposed that the attached customer service strategy at Appendix 2 be adopted as the new customer service strategy for the Council, replacing the current document. Following approval, the strategy will be designed professionally in the council’s house style and will be made available on the internet. It will also be printed and will be available in a variety of formats as is usual practice for Council strategy documents.  

Recommendations

7. It is recommended that the Cabinet approve the customer service strategy attached at Appendix 2.  

For the following reasons:

(i) To ensure the Council has an up to date customer service strategy reflecting its aims and ambitions in Vision 2030 and the Corporate Plan.

(ii) To ensure that all services are engaged in, and responsible for, the service          they deliver to residents and businesses in Gateshead.

(iii) To ensure the Council is in a position to respond to the new CAA inspection process as well as responding to the Peer Review.


 

CONTACT:    Dan Paul    extension:  4700
PLAN REF: 23 











APPENDIX 1


Policy Context 

1.   This proposal supports the vision for Gateshead as set out in the Sustainable Community Strategy and the Corporate Plan. In particular, the proposal supports the Corporate Priority “Serving Our Customers”.

2. The recent Peer Review identified the need for a new customer service strategy in order to support the delivery of Vision 2030 and the Corporate Plan, as part of the recommendations relating to customer focus.  

Background 

3. Cabinet agreed implementation of the Customer Service Strategy in November 2004.  Primarily, this strategy dealt with the set up of the customer services function and how services would migrate frontline customer contact into customer services. This strategy also contained a detailed plan of how customer services would be set up as a function. 

4. Cabinet approved the establishment of the customer services unit in October 2005 and the customer services function was launched in June 2006. Since then, several frontline services have migrated in, including all general enquiries, most local environmental services contacts, the children’s information service, school holiday activity bookings and a number of other services. Cabinet approved an update report on the implementation of the customer service strategy in March 2007.

5. A contact centre and four service centres have been opened in the borough, as envisaged by the strategy, at Birtley, Blaydon, Leam Lane and Dunston. Residents can contact the Council during extended opening hours.

6. New technology has made services more accessible, improved the level of service to residents and has provided services across the Authority with more information on the demand for their services. 

7. External inspectors from the recent Peer Review have described the Council as a leading light in the provision of excellent customer service, and have noted it as “exemplary”. This is also borne out in the Corporate Vitality Overview and Scrutiny Committee case study on the implementation of the customer service strategy undertaken in March 2009. The Peer Review identified the need to update the customer service strategy to reflect the fact that the existing one had been achieved.  

Consultation

8. The Cabinet Member for Corporate Vitality and Sustainable Communities has been consulted. The customer service strategy has also been the subject of consultation with residents through Viewpoint, with employees and has also been the subject of a Corporate Vitality OSC case study on the implementation of the customer service strategy.  A multi-disciplinary team of Council officers has ensured consultation with services within the Council in the development of the new strategy.  

Alternative Options

9. The alternative option, which has been considered and discounted, would be not to update the customer services strategy. This would result in the Council not having an up to date customer service strategy and would impact upon its ability to deliver excellent services to residents.  

Implications of Recommended Option 

10. Financial Implications - The Strategic Director of Finance and ICT confirms that there are no direct financial implications arising from this proposal.
11. Risk Management Implication - There are no immediate risk management implications arising from this proposal. Risks will be considered as part of the Council’s risk management process.
12. Human Resources Implications   - This proposal will require managers and employees to ensure that human resources are appropriately trained with the capacity to deliver the customer services strategy
13. Equality and Diversity Implications - This proposal promotes equality of service access for residents. 
14. Crime and Disorder Implications – There are no crime and disorder implications arising from this proposal.
15. Health Implications – There are no health implications arising from this proposal.
16. Sustainability Implications - There are no sustainability implications arising from this proposal.
17. Human Rights Implications - There are no human rights implications arising from this proposal.
18. Area and Ward Implications - This proposal will affect all areas and wards.
Background Information


Report to Cabinet 23 November 2004 – Implementing the Customer Services 
Strategy.

Report to Cabinet 18 October 2005 – Establishment of the Customer Services Unit.

Report to Cabinet 20 March 2007 - Customer Services Strategy Implementation 
Update.

OSC Case Study 30 March 2009, Implementation of the Customer Service 
Strategy.
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