
    Introduction

Pressure to improve:

Across Local Government, there is increasing pressure to improve customer services performance.
This comes from:

Central government (in the form of CA, CPA and CAA), as well as specific targets recently set
out by government
Local government itself – increasing interest from members in enhancing the relationship with
customers

Other drivers for improving performance include:
Efficiency – need to save money on inefficient customer-facing processes
Performance / productivity – need to ensure existing investment delivers expected benefits 
(Members asking questions about original investment)

Progress to date:

Many councils have made progress on this agenda over the past 5 years in particular.  During this
period, councils have made significant investments, including:

Building contact centres
Buying and implementing Customer Relationship Management (CRM) systems
Implementing customer management standards and training
Improving transactional websites
Building one-stop-shops

iMPOWER’s insight about the current situation:

iMPOWER’s experience shows that many challenges remain for local authorities, and that true customer
focus still remains an aspiration for many:

Many councils are not truly customer focused – customer contact remains a layer on top of 
the traditional structure.  Councils are not yet fully organised around the customer
While delivery of this fundamental change is difficult, outsourcing remains an option – but 
shouldn’t be considered as a first choice.  Customers are core business for councils and 
allowing others to manage the relationship with them on a council’s behalf isn’t the ideal 
strategic choice.  Moreover, efficiencies should be kept within the council wherever possible
Benefits realisation and efficiency has been neglected while councils implement their new 
customer handling models.  Significant efficiencies remain available from both optimising 
existing contact centre operations and from bringing more services into contact centres and 
driving out redundant processes
Councils have not made the most of their CRM investments – frequently these have been 
procured at significant cost to the council, but changes to business processes needed to fully
exploit the customer information and functionality available have not followed
Channels aren’t aggressively managed – councils have yet to follow thorough the customer 
segmentation and systematic signposting to specific channels which would allow reconfiguration
of services around groups of customers, and efficiency gains from reduced face-to-face traffic
and increased web presence
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Experience

Below are a selection of clients iMPOWER have worked with on customer contact projects:

Devon County Council
Worthing Borough Council
Hampshire County Council
City of London

Our offering

Making effective use of customer insight, iMPOWER’s offering provides the expertise to redesign a
customer service operation so that it is efficient, effective and sustainable:

Customer Insight:  providing the capability to gather information about what really matters to 
their customers to inform the redesign of services and to refocus the customer service vision 
and strategy.
Customer Channels : providing a robust approach to the revision and optimisation of channel
management:
Customer Service Redesign:  providing the expertise to design or redesign (processes, use 
of technology and use of workforce) a customer service operation so that it maximises 
effectiveness and efficiency for the council and the customer.
Customer Service Efficiency and Effectiveness: the implementation of a customer focussed
service management framework that put’s the council back in control of the operation and 
facilitates continuous improvement.
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