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Progress Update

f a strategic plan, which wi rly return on investment meeti
stomer needs and delive bership usage and impact
results. business needs

it 9°9,- The Institute of — [JiRtcedceriiy
* 099, ° Customer Service
°* *  MEMBER

mer Service Index (UKCSI \

ill receive and have acces marking and Measurement
isfaction index, the nati ing surveys to help measur
isfaction across nd employee engage
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Customer Service Suite of Documents

v" Customer Service Standards:

— Responsiveness AvCustomer Servmﬁi As

. - /(r U

— Availability
AVAILABILITY

- Accuracy xmmem:txmmommﬂmm 21‘

you want to 10 access services n

— Consistency Cumamer s it chuly b Gveile 247 o 7
use the technology we have. This will help our teams deliver

— Courtesy et i el g

.. troditional office hours. Time is ot a premium for you and
- EﬁICIGncy o successfully meet your needs we must be able to deliver.

¥ We will have an online presence, including
social media platforms, which will enable
customers to access council information

/ Customer Charter and services with ease 24/7

¥ We will offer self service options such as the
Cardiff Gov App, Virnual Assistant and an
interactive website 10 ensure our CUSIOMers
have options for digital intesoction

v" Children's Charter

¥ Face-to-face & telephone customer service
always welcomed by Cardiff Counall and we
will ensure our opening times and locations
are dearly advertsed and accessible

» Customer Service Strategy —
to be finalised.
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Corporate Customer Service Training Dashboard
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Corporate Customer Service Training Dashboard

L NIRRT Fed Eld S VIS

Directorate
| ECONOMIC DEVELOPMENT
] EDUCATION & LIFELONG LEARNING
] PEOPLE 8 COMMUNITIES DIRECTORATE
| PLANNING TRANSPORT & ENVIRONMENT
] RESDURCES DIRECTORATE

Section

] ADVICE & BENEFITS ‘ i .
| ASSETS ENGINEERING & OPERATIONS Y
BEREAVEMENT

BUILDING CONTROL
| BUSINESS SUPPORT
BUSINESS SUPPORT TEAM

How to Deliver How to Deliver Becoming a Principles of How to Deliver
Great Customer Great Customer Comn‘micaucn in  Customer Service  Customer Service  Great Customer
Service (Level 1) Service - Bespoke  Customer Service Professional Management Service - Bespoke
CEC Hostels

N\

UCHELGAIS
PRIFDDINAS
(;AAI\F;I;)IG\%ION ( ARDIFF
CAERDYDD

"‘\\

\



Benchmarking Surveys

» Customer Experience Survey — 10 questions every QTR available on the council
website

> NPS result for QTR 2 = +51

» |CS Business Benchmarking

4000 Cardiff council customers sent the survey via emails.
300+ responses received within 48 hrs.

All questions are overlaid with the UKCSI results from July,

2 sectors to benchmark against — Public Services (local) and Retail
(non food).

Results will be shared in Customer and Digital Board and SMT.
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National Customer Service Week

» Launched the Customer Service
Agenda

o 00 :

. n - The Institute of
ol le }

| *+®5®,* Customer Service

> Held 2 staff Engagement Events o J

» Consulted on the suite of
documents

» Sign up for C&D Champions —
first meeting November 28"

» Customer Service Hero Award
2019
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