
Customers

Briefing 



Introduction

• Follow on session from the briefing Corporate plan Jan/Feb

• First session is focused on 'Customers’

• Includes:

• Update on Customer Transformation Programme

• Share with you how our Customers Directorate has been 
supporting our internal and external customers in its 
response to Covid 19.



Corporate Plan
• Sets out our Vision and Mission

• 6 key Strategic priorities

• Customer priority outcome

• “All customers able to access, 
high quality, services and 
support”.



• In order to deliver our Customer 
outcome, we are focusing on the 
following themes:

• Understanding needs

• Tailoring our approach

• Review – customer first

• Provide digital solutions

• Resolution of a enquiry at first point 
of contact

• Positive customer experience

• Customer focused behaviours & 
values

• Listen & Engage

• Work in partnership



• Customer Transformation Programme

• Programme Board up and running

• Where a number of key projects across the 
whole organisation are monitored to ensure 
that they meet our overall customer strategic 
priority.

• These include customer focused projects 
across the whole organisation



• Over the past 16 weeks much has 
changed.

• For our customers, for us and our 
colleagues across the organisation

• We’ve had to adapt:

- In terms of how we deliver services to 
our external customers

- But also how we support our internal 
customers to continue to be able to 
deliver services.



Keeping our customers safe

• LGA Chief Executive Mark Lloyd: "Our residents, 
businesses and communities have looked to us to support 
them through the hardest of times, and we have 
delivered."

• The LGA's latest public opinion survey shows 71 per cent 
of residents trust their council and 75 per cent are satisfied 
with the way their local council runs things in their area.

https://lnks.gd/l/eyJhbGciOiJIUzI1NiJ9.eyJidWxsZXRpbl9saW5rX2lkIjoxMTMsInVyaSI6ImJwMjpjbGljayIsImJ1bGxldGluX2lkIjoiMjAyMDA2MzAuMjM3MTE0ODEiLCJ1cmwiOiJodHRwczovL3d3dy5sb2NhbC5nb3YudWsvcG9sbGluZy1yZXNpZGVudC1zYXRpc2ZhY3Rpb24tY291bmNpbHMtanVuZS0yMDIwIn0.Y4f_AepkVhSNMqJKHFtxsPViGFEjrjIWhB_cC01IHvg/s/1062503408/br/80494313024-l


Customer transformation
1 Customer 
Focused 
Programme 
Board with 3 
Programme 
themes.  Will 
include other 
service area 
customer related 
projects.



Customers at the heart

Using mosaic data we have built customer profiles for our Districts; these consider:

Age profiles
Typical family and occupation
Barriers e.g. geographical proximity to services
Prominent health conditions
Online access for services e.g. online banking

This told us around 1% of our customers do not currently access online services, the remainder 
use for purposes such as internet banking, booking holidays or even research.



Customer transformation update 
• Shortly we will be launching an automated telephony and chat bot service for environmental 

(waste)

• Over the next few weeks we will have launched our digitised Freedom of Information and 
Environmental Information Regulation system.

• We are shortly commencing work on the review of our content of our website to meet accessibility 
guidelines.

• We will also start the delivery of our first continuous improvement training cohort to begin 
organisational wide business process reengineering.



Digital Inclusion 

96% of premises have access to 
superfast broadband in Suffolk at 

present with the target of 98% by the 
end of 2020.

In 2019, Suffolk saw 9 in 10 adults had 
used the internet in the last 3 months 

in 2018, vs 8 in 10 in 2018.

Nationally 4 in 5 adults used mobile 
phones/smartphones to access the 

internet in 2018. (The UK has the 3rd 
highest Smartphone usage in Europe).

Lloyds digital Eagles: 87% say it helps 
them to connect better with friends 
and family, 84% say it helps them to 
organise their life, 55% say it makes 

them feel more part of a community, 
44% say it helps them to manage 
physical and mental well-being.



Engage our 
customers

Accelerate 
conversations with 
local organisations.

Provide additional 
detail to SLT and 
cabinet members.

Delivery of local 
arrangements.

Lessons learnt and 
adaptations where 
needed.

Customer face to face and 
digital skills update 



Supporting our External Customers

• Helped businesses across Babergh and Mid Suffolk 
to claim grants totalling in excess of £40million:
• Discretionary Grant

• Small Business Rates Relief Grant

• Home But Not Alone
• 983 calls taken

• Environmental Health
• Increased ability to respond to key EH issues by 

increasing system availability for distributed working



Supporting our External Customers

• Comms
• issued 61 media releases

• responded to 134 media enquiries

• published 793 social media posts

• reaching an audience of 530k people on Twitter

• and 697k people on Facebook

• included a regularly updated response on our website



Babergh District 

Council named as 

one of the UK's top 

10 councils 'winning 

on social media' by 

Maybe*



Supporting our Internal Customers

• Alternate ways of accessing work off the corporate 
network

• Increasing IT access for all

• MS Training

• Automation

• Informing and engaging staff, managers and councillors



And continuing as much as normal…

• Contact Centre
• (over 19,000 calls and over 3,000 e-mails)

• Online Transactions
• 17473 Transactions with a total net value of £2,380,130.30

Comms
• Proactive and reactive media relations, social media and 

internal communications – including over 50 messages to 
staff



Thank You

• Happy to take any questions with respect to the both the 

Customer presentation and Arthurs earlier presentation

• Feedback Form – welcome your comments on this

• briefing


