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Barrow Borough Council  

Executive Committee 

21 July 2021 

Customer Services Strategy - Final Draft 

 
 

Report from:   Assistant Director of Housing 

Report Author:  Caroline Wagstaff – Operations Manager 

Wards:    (All Wards); 

 

1.0  Summary and Conclusions  

1.1 This report is to provide you with the final draft of the Customer Service Strategy 
following the consultation process with our customers and staff. It sets out what 
we need to do to ensure all of our customers have a positive experience when 
engaging with the Council. Our customers are defined as anyone who lives or 
works in or visits the Barrow Borough. A further report with a clear Action Plan to 
ensure the effective implementation of the strategy will be brought to Executive 
Committee in September, 2021. 
 

1.2 Our Council Plan clearly articulates we want to put residents at the heart of all that 
we do.  In addition, Covid 19 and our response to this as articulated in our Growing 
Forward reports to Executive Committee shows how working with partners has 
dramatically changed the way customers interact with us. We want to capture the 
positive learning from this and develop a future looking customer service approach 
based on our customers need. For example, many of our services are now 
delivered online as the Town Hall remains closed to the public.  It is not the 
intention to not open the Town Hall to the public again, and we want the Town Hall 
to be a welcoming publically accessible building where you can come in to a 
central point and it doesn’t matter what you want as the central point of contact will 
guide you through. We also need to recognise more people than ever prefer to do 
business online at a time that suits them and we need to meet their needs as well.   

 

1.3 The key guiding principles of the strategy are to: 

 Fully understand what our customers require and design our services around 

them. 

 Develop use of digital channels to provide access to services when people 

need them. 

 Empower customers to self-serve and make it easier for them to do so. 



 Support access and independence so if people want a face to face friendly 

contact and cannot access online services they can do that. 

 Deliver services in a streamlined way so customer contact is effective and 

issues resolved at first point of contact. 

 

2.0  Recommendation  

2.1 It is recommended that Executive Committee:  

 

(1) Agree the final Strategy taking into account the outcomes of the consultation 
in June 2021.   

(2) Agree to receive an Action Plan to ensure effective implementation of the 
Strategy in September 2021. 

 

3.0 Background and Proposals  

3.1  With local authorities facing growing demand from customers who want to engage 
with them at a time which suits them on a channel of their choice, the use of online 
services, particularly through mobile devices, has increased immensely.  

 
3.2 At the same time economic pressures are forcing councils to re-organise the way 

they deliver services and carry out transactions.  The most cost-effective way of 
doing this is to maximise the use of digital channels and mobile working for 
customer service teams.  We also recognise some of our customers will prefer 
face-to-face services and support during their customer journey.  By tailoring our 
services around our customers we aim to provide excellent customer care.  Our 
Customer Service Strategy will serve the needs of the Council Plan, our Values 
and Behaviours and the Growing Forward report. 

 
3.3 A ‘Customer Service Focus Group’ was established in September 2020 to review 

customer services across the Council.  The key areas being: 
 

Digital – To look at the technology currently in place, working with IT Department 
to prepare a specification, business case and options appraisal regarding a new 
digital platform to go back to future Executive Committee for approval. 
 
People – To work in parallel with the digital platform to review customer services 
to fully understand what our customers require and putting them at the heart of our 
services.  Developing both staff and Members in new ways of working and support 
new skills. 
 
Place – Looking at opportunities to improve mobile working solutions and review 
our assets to support new requirements in the future. 
 

3.4 The Customer Service Focus Group prepared a draft Customer Service Strategy 
to progress with our customers. A full consultation exercise has been carried out 
liaising with all our customers via our website, social media, face-to-face 
engagement with statutory and third sector agencies. 

 



3.5 A consultation exercise has also been carried out with Management Group across 
the Council and all staff to ensure we have captured our employee’s views on 
improving our Customer Service.  The survey was underpinned with our Values 
and Behaviours and the Constellation which is embedded into this strategy and 
our customer service offer. 

  
3.6 The Strategy defines the guiding principles which will shape the way the Council 

interacts with customers.  A full review of our services with our customers will take 
place along with a vital review of our current systems to enable a transformational 
change to happen.  Managers who have direct or in-direct contact with the public 
in their role of delivering services or handling transactions will see the greatest 
impact.  It will be particularly important for those involved in the planning, decision-
making and supporting customer access.  The key aspects are the way in which 
services are designed, structured and delivered.  Staff will be a key component to 
the success ensuring our values and behaviours are embedded into any proposed 
changes.  It should be noted the IT infrastructure will not deliver the savings, 
efficiencies and improvements alone.  

 

4.0 Consultation  

4.1 A full review of our customer service has taken place engaging with our customers 
and staff to develop services. Responses from the consultation has been fed into 
this final draft.  Information from the consultation will also assist with formulating 
the ‘action plan’ to ensure effective implementation of the strategy, this will be 
brought back to Executive Committee in September 2021.  

 

5.0  Alternative Options  

5.1 Status Quo – Continue to deliver services within the current operating model of 

the Council.  This is not recommended as the Council will not achieve its corporate 

objectives within the Council Plan and Growing Forward report to improve our 

customer services and efficiencies. 

5.2 Service Improvement – Implement a digital platform as a standalone activity.  This 
will give the Council some efficiencies and improvements to service but this is not 
recommended as all the benefits will not be achieved without a review of our 
customer service and organisational transformation of the Council. 

 
6.0 Contribution to Council Plan Priorities  

6.1      Links to the Council Plan 2020–2024 and contributes to the Council’s Vision and 
Values: For our Borough to be a great place to live, work and visit.  We will achieve 
this by being a compassionate council, putting residents at the heart of all we do.  
Our Customer Service Strategy will serve the needs of the Council Plan, our 
Values and Behaviours, the Growing Forward Report and in line with the stars of 
the Constellation. 

 

6.2 Barrow’s new Constellation has brought together representatives from a wide 

range of backgrounds and experiences to dream and imagine what a different 

future for Barrow would look like.   



6.3 The 12 ‘Stars’ identified will be used to guide and shape decision-making for the 

borough and will be embedded within our Customer Service Strategy. 

 

7.0 Implications  

Financial, Resources and Procurement  

7.1   In order to support the Customer Service Review a specification for the system 
requirements will be established and a business case developed to allow an 
appraisal to be carried out prior to tender.  There is no budget provision within 
revenue or capital for a project and this will be considered before any tender 
exercise from the business case and other information.  The system project and 
service/process review work will require staff resources.  If there is a requirement 
for external support that will be subject to the normal budgetary control procedures.   

 
7.2 There will be a further report to Executive Committee in September 2021 regarding 

the system procurement/implementation project and the implications. 
 

Legal  

7.3 S.111 Local Government Act 1972 provides the power for the Council to do 

anything calculated to facilitate the delivery of the Council’s primary functions. 

 

Equality and Diversity  

7.4 The Council’s approach to equalities  is fundamental to meet our public sector 

equalities duty, ensuring we actively seek out an understanding of our customers’ 

needs, shaping our services to meet the needs of people with protected 

characteristics and incorporating this into our overall service design. 

7.5 An Equality Impact Assessment will be undertaken on the Strategy; this will inform 

its delivery. 

 
Risk 

 

Risk  Consequence  Controls required  

Our Current 

customer service 

model is outdated in 

terms of technology, 

access and 

processes to deliver 

efficient customer 

services. 

A review of our Customer Services and 

implementation of a new Customer 

Service Strategy will require significant 

change to the way staff work and 

interact with our customers.   

Without a review and development of a 

new Strategy the Council will not 

achieve its corporate objectives within 

the Council Plan and Growing Forward 

report to improve our customer services 

and efficiencies. 

The review of customer 

services and new 

strategy is being 

managed by the 

Customer Service Focus 

Group and will report 

back to future Council 

meetings. 

 

 



Contact Officers  

Report Author: Caroline Wagstaff, Operations Manager   
 

email: cewagstaff@barrowbc.gov.uk  

 

 

Appendices Attached to this Report  

 

Appendix No.  Name of Appendix  

1  Final Customer Service Strategy 

 

Background Documents Available 

 

None.   
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