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Programme of Works



Dedicated client 
relationship director

Dedicated client 
relationship director

Creation of a strategic plan, which will address 
ongoing customer needs and deliver business 

results. 

Creation of a strategic plan, which will address 
ongoing customer needs and deliver business 

results. 

Half yearly return on investment meetings will 
evaluate membership usage and impact against your 

business needs

Half yearly return on investment meetings will 
evaluate membership usage and impact against your 

business needs

Part of the Trusted 
Advisory Network
Part of the Trusted 
Advisory Network

UK Customer Service Index (UKCSI) - Cardiff 
Council will receive and have access to the UK 

customer satisfaction index, the national measure 
of customer satisfaction across the UK published 

twice a year.

UK Customer Service Index (UKCSI) - Cardiff 
Council will receive and have access to the UK 

customer satisfaction index, the national measure 
of customer satisfaction across the UK published 

twice a year.

Benchmarking and Measurement – ICS 
benchmarking surveys to help measure customer 
satisfaction and employee engagement with our 

service strategy.

Benchmarking and Measurement – ICS 
benchmarking surveys to help measure customer 
satisfaction and employee engagement with our 

service strategy.

Progress Update



 Customer Service Standards:
– Responsiveness

– Availability

– Accuracy

– Consistency

– Courtesy

– Efficiency

 Customer Charter

 Children's Charter

 Customer Service Strategy –
to be finalised.

Customer Service Suite of Documents



Corporate Customer Service Training Dashboard



Corporate Customer Service Training Dashboard



 ICS 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.

 Customer Experience Survey – 10 questions every QTR available on the council 
website

 NPS result for QTR 2 = +51

Benchmarking Surveys



 Launched the Customer Service 
Agenda

 Held 2 staff Engagement Events

 Consulted on the suite of 
documents

 Sign up for C&D Champions –
first meeting November 28th

 Customer Service Hero Award 
2019

National Customer Service Week


