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What underpins everything we do?

Customer Experience Strategy — December 2021
(this strategy also aligns to the Digital Strategy and Resilient Communities model)

Get things done quickly =

Respect our customers and the PO
communities we serve

Excellent customer service, first time, @
ol cvery t
y time m

A Align the way we work with customers, =
partners and internal services

T Tell people about our services and beﬂ
clear about what we don't do
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Walsall Connected — Current Progress (commenced July 2022)

Customers have been supported through
2 O 1 5 Walsall Connected to date. Receiving face-to-

face support by trained staff

o Of customers supported through Walsall
6 2 /o Connected now feel confident to complete the
same process independently in the future

o Customers who have come in for support have
8 3 /o had their enquiry dealt with and fully
supported at the first point of contact

Staff have completed Walsall Council training
1 OO+ and upskilling and are now able to provide
Walsall Connected support

o Of customers needed to be referred to the
6 /o service area for specialist service area support.

That is is only 121 customers.

18

Community Hubs
have now fully
completed the

Walsall Training

upskilling Library

staff on all council
services

7

Walsall Libraries
have now fully
completed the
Walsall Training

upskilling Library

staff on all council
services

Walsall
Connected

Data of residents access

1
New site is
currently being
onboarded for
ready Jan 2023—

Have Access /
Lack awareness

Have access but

need help/Support
11% 44%

25

Sites across the
Walsall Borough

Limited/Data are now able to Jan
A:;f/ss offer Walsall . Birchills
: Connected Neighbourhood
support Community Hub
(Agenda21)

No Access
26%

Walsall Council
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Customer Engagement Service (Customer Experience Centre and former MHJ services)

Customer Engagement interactions by channel (01.01.2022 - 31.10.2022) * Only includes services in CXC and formerly Money Home Job

Total calls Calls answered % Answered Post and other
@ manual transactions

Phone and Post

219,757 165,835 75.46% 57,569

27.70%
CRM Digital transactions Money, Home & Job Digital

(Portal, Email and Twitter) Transactions
72.15% . 13,563 708,895
» Walsall Council Tax

0.15% L_L%T@ Connected

1423
Online engagement - To date:
48% of transactions are carried via customer self-service using the new Customer Relationship Management MyAccount.
0

Encouragingly, this has happened organically without marketing or promotional activity.

Online engagement — Future steps:

Chatbot and Webchat development.

Promotional campaign to raise awareness of online channels to residents.

Walsall Connected supporting residents to get online and reducing digital exclusion.

Increase to the number of CRM processes that are available to customers.
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Customer Engagement Service (CXC Improvement)

Customer Experience Centre call handling Jan-Oct 2022

There have been significant improvements to the number of calls answered by CXC along
with a reduction to the number of abandoned calls. This has also been during a period
that building control calls have transitioned into CXC in April.

The data further supports the ongoing work being carried out to bring other services into
CXC. The aim is to continue to make improvements for our customers and keep their
journey in mind, that will allow us to effectively resource the area, deal with these
contacts effectively and give our customers the best possible service

% of answered / abandoned

100
90

8

7

6

5

4

3

I
NI

5 AN AR B Hs

Jan feb Mar Apr May Jun Jul Aug Sep Oct
W Answered 71.63 76.27 74.17 81.29 83.59 90.17 89.07 89.82 93.78 94.46
B Abandoned 28.37  23.73 25.83 1871 16.41 9.83 | 1093 10.18 6.22 5.54

O O O O O O o o

B Answered M Abandoned

Jan 22 71.63% 28.37%

¥

Oct 22 94.46% 5.54%

Decreased

by 22.83%

CXC Call Demand
12000

10000

8000
6000
4000
2000 I I
. O | L |

Jan feb Mar Apr May Jun Jul Aug Sep Oct
H Offered 9138 | 8167 10064 9427 10491 10244 9658 9765 9618 8744
M Answered 6546 | 6229 7464 7663 8769 9237 8602 8771 9020 8260
H Abandoned 2592 | 1938 2600 1764 | 1722 1007 1056 994 598 484

B Offered M Answered M Abandoned

Walsall Council
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CAM | Customer Strategy | Are

In considering the revised road
map, we have assessed
achievement of objectives
against the Customer Strategy
to ensure that the plan
addresses any gaps in delivery.

Wi

Excellent

we on track?

+ Customers understand what they can expect from us

We are easy to deal with

Aim to get it right first time:, every time

Easy lo understand policies and processes which are clear

and encourage self-service

Staff focused on praviding good senvice and outcomes for Customers
End to end senices designed from the Customer parspective
Improve Custorner satisfaction

improve the Council's reputation as a Proud and resilient arganisation
Increased imvestment’ commercial opportunities

Implermant & Customer Retationship Management (CRM) system to improve Custarmer
processes and provide increased personalisation for Customers by 2023

Create an organisational develapment programme that suppons staff to consistantly
place Custormners at the heart of all decision-making by 2022

Revienw letters and acdvice leaflets where possible, to ensure that they meet accessibility
standardiz, and are offered in alternative formats

Publish our Servce Standards and introduce corporate performance measures o
manitar complisnce

Lise the ADKAR change method which is focused on our staff so we achieve

5 outcomes: Awareness, Desire, Krowledge, Ability and Reinforcement

=

<]

Increase digital
contact from
Customers

Information is easy to find on the Council's website and is up to date
Custormers can apply for senices, inform us of changes,

request infarmation and pay quickly and safely online

Senvices are designed so Custormers can use their own devices

Customers can compilete most tasks digitally from start to finish,
withaul having to contact the Council directly

« Healp those who need it o get onling and gt the help they need
Customers and staff are involved in the design of digital public services

= Update our websie 1o ensune that it is 100% compliant with new accessibility

standards by 2022

Develop a digital access route for all high volurne customer needs by 2023

Provide consistent anline forms, that are concise, easy to understand, and caollect all the
refevant information at the first point of contact by 2022

Deploy chatbot and social media technalogy to help support Customers to self-serve
thraugh new dightal channels by 2003

Work with community-and voluntary sector partners, and our suppliers offering added
social value, to help increase digital skills amongst residents

NI

SIS

Key
v
Delivery planned within promise

Delivered within promise

Act on service
user feedback to

improve service
delivery

Delivery planned but promise
missed

6 Delivery not planned

Walsall Council

L

Listen o our Customers and kEarm how to make things Great for ail
Consultation will be accessible and everyane will have the
oppartunity 1o take part

Customer engagemeant will become more independent and be
abile 1o have the Aght to make chaices

+ Develop some customer senvice led performance measures

Customer feedback will help improve Councll senvices and
influencing the way we view things

Kesp Customers wel informed about our sences, and any
changes or issues which may affect thern

Wiork with our partners in Walsall so we can join up senices
where nesded

L =T S

Develop Customer satisfaction measures acnoss all Customer touchpoints by 2022
Gain regular fesdback from Customers, to help increase our insight in markets and drive
nnovation, 1o help support defvery of the Counclls commercial ambitions

Intreduce regular rmystery shopping, and a Customer panel, 1o support fulure

service developrment

i e
What does mean for Customers How will we do the job? .

T T T

<< <]

Deliver a prograrmme of community engagameants that facilitates dialogue about key
imsues with a diverse range of people by 2022

Work towards developing a Councll-wide view of indvidual Customer debits and

develop a breathing space palicy to give residents in debt the time they need to
get the advice nesded by 2023

Review the Corporate Complaints procedure, and embed a new digital process for
managing complaints, with associated performance measures by 2022
Pramote and develop library services and the valuntany and community network to be

[<].[<]

7

abis to offer suppor with accessing digital services to local rmsidents by 2022

Q



CAM | Driving Customer Performance in 2023

Transparency & performance of non telephone contact through wider on-line customer enquiries (see Members Enquiries next section)

Visibility of Telephony performance and consolidation of customer contact to CXC.

CXC Telephony | Performance & Trends

Wider Council Services | Teams Telephony
Dashboard Roll-Out & Performance Reporting from January Clean and Green
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Member Enquiries
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Not all Councillors are aware of the current process
and directorate email addresses for enquiries.

Enquiries are managed differently across services.

Responses are not always consistent or accurate.

There is no named, single point of contact for a service.

Heads of Service are often the first point of contact.

Several officers may be contacted about the same
enquiry, but this can lead to duplication and
inconsistent responses.

It is not clear how enquiries are prioritised.

There is a lack of clarity about how emergency, or high
priority enquiries are reported and handled.

There is a lack of clarity around Out of Hours reporting.

Progress updates are not consistently provided,
resulting in follow-up correspondence or escalation.

Councillors do not routinely receive a notification of
completion (e.g. fly-tipping removal). 0TS
It is difficult to keep track of multiple enquiries. (c @ )
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Overview | Members Enquiries | Customer Enquiries

Members Said | “Pain Points”

| would like to have public
transparency of enquiries, so that

I would like a way of surfacing up * Case Managemen

common issues, so that people the stigma around Councillors - Routing
aren't reporting the same issue being seen as 'blockers' who - Triage
multiple times and the same issue 'navigate an answer in the - SlA’s
isn't being re-keyed which would darkness' can be removed Report Issue / Raise Query - Job allocation & sc
consume unnecessary resources Your details stored
| would like consistency Location
'g';:hfoqtﬂ;tmf service | Upload photo / attachments
expectations fef gl;at"tv | would like key | would ::kehthe func;c]ion _
every time performance indicators for to attach photographs We Are DOI ng —_—
monitoring the process, so to my request, so that | =
that we can continuously can more accurately In Development
improve the process for convey the request to
members enquiries the service area
Completion
I would like there to be a Case Resolved ’ "«  Progress
status notifications on the Update ! - Status Update
progress of my application, so | would like a mobile Satisfaction Survey - - Escalations

that | know how my
application is progressing and
do not become inclined to
chase this up by making
further contact

app, so that | can
submit my enquiries
remotely without the
need to have my PC
with me

Performance Reporting

I would like a central
space for enquiries,
so that my enquiry
does not get lost in
the several siloed
enquiries locations

. Merge wi
1. Develop . 4. Members
Journey to the Members Enquiry L sz Portal for full

4 Reporting
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Additional
Background
Information
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Walsall Connected — Aims and Audience

Aim:
The aim of Walsall Connected is to ensure digitally excluded residents can

access first-line Council services and be supported to gain essential
transferable digital skills within their locality.

Target Audience:

e Digitally Excluded Elderly Residents (predominantly 65+).

e Disabled residents in need of ‘reasonable adjustments’ to access
statutory services.

e Other residents at high risk of digital exclusion e.g. residents in significant
poverty, residents lacking digital skills or confidence.

e )
T

= Walsall Council

i
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How Walsall Connected Aligns to the Council’s overall Customer model

i s L] [
Low Complexity — Tier 1 Tier 1
* Digital (Website and Self-serve Digital Portals) CXC & WC

» Customer Experience Centre (CXC)
* Walsall Connected Network (WC)

Tier 2

Medium Complexity — Tier 2 (s;ﬁiﬁeiEby

* CXC and wider Customer Engagement Team WC infrastruciurp)
(includes family-groups for revenues,
benefits, business rates and housing)

Tier 3

Specialist
Council
Officers

Tier 3 have access to Walsall
Connected locations for face-to-
face appointments (electronic
room booking system now in
development)

High Complexity — Tier 3

* Specialist Advice Teams based in other
Directorates e.g. qualified social
workers, planners etc

. oo
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Walsall Connected — Existing Centres

Y
w Walsall Connected

The centres listed below are now live

Community Partners
Librari . . i . L
oraries Bloxwich Community Partnership Frank F Harrison Community Association -
Lichfield Street Hub Old Hall People's P_artnersh!p . Beechdale Cen"cre o
. . Manor Farm Community Association Streetly Sports & Community Association
Aldridge Library . . . . .
s Brownhills Community Association Walsall Black Sisters Collective
Bloxwich Library . . .
. . Frank F Harrison Community The Collingwood Centre
Willenhall Library L . . .
o Association - The Hive Pelsall Community Association
Brownhills Library . L .
. Ryecroft Community Association Walsall Refugee and Migrant Centre
Streetly Library . e .
Darlaston Library Willenhall Chart Centre The Mindkind project
Moxley People’s Centre YMCA Black Country
Aaina Community Hub Nash Dom CIC

Staff trained in Walsall
connected to date * ticroscit All connected via Teams

Tesziriy

20 . o8
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Walsall Connected — Where support is available

7 Library sites
denoted by:

O,

Community
Association location
sites denoted by:

©

https://www.google.com/maps/d/u/0/edit?mid=1E

dEOdtGBovrwP6Xi5L2-AmI8m-d6STw&usp=sharing
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https://www.google.com/maps/d/u/0/edit?mid=1EdE0dtGBovrwP6Xi5L2-AmI8m-d6STw&usp=sharing

Walsall Connected — Training Pathways

Walsall Connected offers two learning pathways: a
4. Walsall Counci # BARCLAYS

Walsall Specific Training focuses on processes captured in CourlShecine ”

the service catalogue with useful hints and tips along with Digital

direct contact details for specialist service areas if a complex ey

or technical query arises. -
Creating and using

email

Barclays Digital Wings is an online learning tool designed to e o

help you become more tech savvy and keep up-to-date on Processes/services

recent digital trends. It’s accessible from anywhere, by (Eablishing " _

anyone, from any device. . specialist support

(1

ey

5,2 Walsall Councll

# BARCLAYS Digital Wings

75 Walsall Councll LL) Walsall Connected
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Walsall Connected — Teams Channel

i l_".. R el & LT M BN T D REF T RERR & P WS I R A PRl £ ot RS EL R 1 et R TR P REARPL TN BR SSCED | ol Lt i et T LU, BE TR

= Eiiiie - Generml oo Tk W L ol e
Walsall Connected centres are connected by | o = e
.--" i hia m U==ad izl =vws 0 Leaw T= dEriier aSlra
a Teams channel. All have access to shared o W e T
resources and knowledge — including; | Beeracie i S N T,
Live Chat, an FAQ section, Training files, any Al e G
updates, and the data capture log. B Lol s bde
This virtual space allows for real time sharing R L Es G
of information and knowledge. 9 S s (TRt i

Lo W RS PR T AR FIERT T erEdd Liw.. i

It is continuously updated to ensure
consistent delivery of Walsall Connected
across all centres to ensure customers
receive a GREAT service.

2 | o0
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Walsall Connected — Data Capture

The data capture log is a live document
updated by Walsall Connected staff across all
centres once they have supported a
customer.

It captures all interactions with customers,
queries/issues they had and how this was
managed/resolved.

The project team monitor how busy various
locations are and offer support accordingly.
This information informs any changes we
need to make going forward.
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Walsall Connected Additional Data and Referral Route to Specialist Teams (Tier 3 Complexity)

Walsall Connected is designed to support residents who might otherwise be disproportionately affected by the transition of Council services
going online.
The data below reflects support through Walsall Connected (01.07.2022 — 31.10.2022)

Why customer needs Walsall Connected support

face support through Walsall

Connected Have Access but need help/support 610
No online access 348
Limited/no data access 267

Of Cu_Stomers reFEIved supportare Have access / Lack awareness 162

working age. This demonstrates that we

are not just supporting our elderly Grand total 1423

residents.

Walsall Connected referral process:

If we are unable to support a customer face to face onsite and we identify specialist support from an appropriate service area is
required,, we have a referral system to enable customers to receive help from specialist officers.

[ \ Support
Customer presents L provided
and support needs Specialist support e ®

established - - == o
User has an enquiry -
> that specialist
knowledge or ( Details sent to service area to )
support from service contact for assessment. Enquiry will
area is required be dealt with by phone or if face-to- \ /
face support required a room can be
S ——— \ booked in library or council house.

. o0
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Channel Shift

Single View

CAM | Proposed Road Map 2023/2024 | Key SWOT Findings E—

Very rapid timeline - is it too

Proven path with ample
ambitious?

case studies

Limited and inconsistent
reporting options across
services

S A well-established process
for the consultation

process internally
Struggled with getting services to

identify people - how can we do this
differently?

Great timing with Services -
Revs and Bens coming up,
and ASC underway

CXC's objective is clear
with the aim to centralize
services

Comms and engagement
has been a challenge on
CAM - need dedicated Bl hub <':Ievelopments and
associated technology
focus
stack not mature enough
to deliver within timeframe

Vision required that all
Senior stakeholders signed

Many Councils going
through or have gone
through this already -

Capacity of staff to support _

Lots of strategies and
change in business

studies already created -

let's leverage them! . .
_ 8 o Utilise experience of those potential to learn from this areas/disjoint between
Evidence led - existing stats who already have this - and no;cnricsegia;sgbwous @. ‘ o T — upto

don't start from scratch

support the strategy

There needs to be some recognition of the (Risk) Lack of alignment

T

(0] Pro-active prevention of ﬁ ™ e "
Time to get a demand * (ETEIAEL REEE LBl el with other initiatives With Revs & Bens being in
g detrimental impact on the CX short term
hilst ices t it Feels like t Technol P Wave 4 and Debt we need
whilst services transition- Feels like too echnology offering is to ensure clear scope

corporate mandate Link to wider social care
sorted eco-system to anticipate
and intervene early
Service redesign
toolkit available to
enable effective

Itati
consuitation 49% uptake of digital

channels with no
promotion at all - appetite
is there!

'Good enough' and
proactive and timely
comms on channel shift?

=5 Walsall Council

]

v

Cost of living crisis -
potential to tie in with this
work to help the resident
to manage their debt more
easily?

Huge financial opportunity
here by working across
multiple services at once

disjointed until CRM /
MyAccount functionality is
delivered

many changes on people
Dependent on impacted

Isn't this part of the service area to
'Hub' which is cited as manage/own consultation
critical to CAM but not process
fully implemented?
Needs a business case
and project definition

and plan. Question around

ownership of this - no data
strategy, Elise owns
customer data strategy

across the different project
streams to avoid
duplication of effort and
drain on service resource
which could lead to
disengagement

We are short on data
analysis skill. May need to
recruit to this gap through
the CAM BA resources. or

review bios?

w VWalsall Connected



Brilliant Basics — CXC Areas of focus driving improvements

‘ L] [ [ ’?
Below is a copy of the action plan which we’re working through at What are the brllllant baSICS :

our weekly CXC Service Area Working Group Leadership Compelling case for change

Establishing a common team goal, Providing an overview / explanation of
managing and communicating CAM CAM, what it is, and how people can get
programme knowledge and roles, and involved. Clear comms, change and HR
ensuring the CXC agents are empowered process in place for the programme to
and have 1-1s and development plans. support those transitioning into CXC.
[I—

People readiness Operational Readiness
Clear line management allocation, roles, Fixing critical IT issues in CXC and setting
responsibilities, clear inductions, monthly up clear prioritisation. Change champions
1-1s for development and can achieve for future fixes. Clearly documenting
work life balance. Set up of workforce processes, scripts and sharing knowledge.
management tool, plus system training. Clear comms around system changes.
. ANNErS

The action plan was created based on a foundational review, which Comms and engagement

involved several weeks of interviews with CXC agents, managers,

service leads and system owners, to assess how CXC currently Providing training around.enhéncements Periodic comms to ir.1cr.ease awareness of
. . . to Genesys system functionality. Set up CAM to new and existing CXC staff. Long
opgrfates. Th_e aCt_IonS cle hglpmg b (CXC Workmg grOUp)_to get the measures and KPIs to monitor, control, term planning underway to do monthly
‘brilliant basics’ right, detailing exactly what needs to be in place to and act to ensure quality service. Creating status reports with services around call
support rapid growth and expansion, and to strengthen the People, a data model for moving staff into CXC. quality and regular team check-ins.

Processes, IT and Organisational Culture in the CXC. Ownersuacic

i . 'Y
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Urgency

e Adult Safeguarding Concern
* Child/Young person safeguarding
* School admissions/appeals

> >

* Inconsiderate and unsafe parking
* Highways - lighting repairs, traffic lights, safety
concerns

* Healthy spaces and Community protection
* Public toilets

 Homelessness A

* Fly-tipping and litter A

* Land ownership status

* Overgrown tree/shrubs, grass cutting
e Dead animals/infestations

s . o8
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IMPROVE Teams n
_2;1 service el ficiency hi h ‘ TEIGphone
and performance Soedcninsite - For out of hours
organisational structure -
contact
IMPROVE
employes satstacton
bt | 2riga BETIEN]
A PROVE Emalls | Face-to-Face
outromes and - To senior people T Direct to a known N,
FUSNTE et who can help officer

Py Consistency T Training ond
r Quiar across Fore-to-fac a education for
5 ce th
What we would definitive P i e a1
like more of.... i Nswers to channels services ground

the process
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