
Levels of technology

Customer 
Experience



Customer Experience

Customer 
Experience refers 

not just to the 
services the 

council provides 
but also how 

customers are 
treated when 

they are trying to 
access those 

services

Digital customer 
service is not just 
about technology, 
it’s about having 

practices and 
processes which 
are simple and 

work

Today’s customers 
expect customer 

service that is 
high quality, 

available 24/7 and 
in the channel 

most convenient 
to them

Customer service 
demands have 
evolved with a 

move away from 
phone to other 

digital self-service 
methods, with an 

expectation of 
personalisation, 
self-service and 
interconnected 

channels



Customer touch points

Customer Services Contact Centre

Highways & Transport Control Centre

Family Front Door

Adult Social Care Access Centre

Here2Help

Face to face

Website

Digital Services

Chatbot and Webchat

Social Media



Our customers



Viewpoint Survey October 2021

Survey to 
monitor local 

priorities, 
satisfaction 
with council 

services



Corporate Complaints Q2
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Customer Experience Programme

We will empower and 
enable people to make 

their own choices and find 
their own solutions

We will connect people 
with their communities

We will build and support 
resilient communities

We will be easily accessible, 
transparent and inclusive 

offering a joined-up 
experience across all 

channels for all residents

As a result of this programme customers will have simple access across a choice of channels to services. There will be a more
consistent and improved way of how the Council meets customer needs. Our values and outcomes are as follows



Phase 1: Adult Social care

The delivery of this will improving the customers’ experience and reducing demand and flow into Adults 
Social Care by introducing:

Self-service solutions for e.g. financial assessments

Re-skilling front door Here2Help advisors so they are able to effectively have strengths-based conversations with 
customers – reducing handoffs for customers, reducing demand into Adults Social Care and increasing capacity within 

social work teams

Full web re-design – through the customers’ lens – ensuring advice and information is relevant, easy to find and 
accessible 24/7

The transformation of customer contact for Adults Social Care, is progressing well through 
the design phase, ahead of the new ways of working being launched in May



Co-design and engagement

Workforce engagement: Hearing the views of the workforce through 
workshops, drop in sessions and involvement in the design and testing of new 
approaches

Resident focus group: A Worcestershire Resident Focus Group has been 
established, to share their ideas and views of the future Here2Help Service and 
Customer Experience Programme

Partners and organisations: The council’s partners have been invited to get 
involved in the changes and how this will affect them



Levels of technology

Any 
questions?


