
PART ONE 

Barrow Borough Council  

 Executive Committee  

15 September 2021 

 Customer Service Strategy (Action Plan) 
 

   

Report from:   Janice Sharp: Assistant Director of People & Communities 

Report Author:  Caroline Wagstaff: Operations Manager  

Wards:    All 

 

1.0   Summary and Conclusions 

1.1 The Customer Services Strategy for Barrow Borough Council was agreed by 

Executive Committee in July 2021.  It was recommended that a high-level Action 

Plan which set out how the outcomes of the strategy would be delivered and 

brought to the next Executive Committee.   

1.2 Consultation with customers and staff has informed the approach within the 

Action Plan along with the outcomes of Local Government Reorganisation.   

1.3 The three key themes of the Action Plan are: 

 Digital - Operations and Performance:  Providing the most appropriate 

systems improvements and measurable service standards that are cost 

effective and fit for purpose. 

 People:  Develop further new ways of working to improve customer 

contact and experience. 

 Place:  Develop new mobile ways of working and explore existing 

assets to support improvements.   

2.0 Recommendations 

2.1  It is recommended that Executive Committee: 

(1) Agree the high-level Action Plan as set out at Appendix 1 and that each 
area of the Action Plan will have its own Project Delivery Group and Plan 
with timelines for implementation.    

(2) Note that actions requiring additional budgetary provision will be brought 
back to a future Executive Committee for approval.   

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 - Operations and Performance– To look at the technology currently in 

place, to prepare a specification in liaison with neighbouring authorities to align 

with Local Government Reorganisation and a potential integration of a digital 

platform.  A 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. 

To deliver the strategy the scope of the ‘Action Plan’ needs to be based on the 

delivery of organisational transformation along with service improvement, 

therefore it is necessary to understand the difference between the two illustrated 

in the table below: 
 

Service Improvement (Design Principles) 

 Retain individual service’s IT systems. 

 Improve efficiency in these (Silos). 

 Line of business applications integrates more 

effectively with portal and customer management 

improving customer journey. 

Benefits 

 Remove waste 

 Reduce paper 

 Increase automation 

 Digitise end to end 

 Remove unnecessary approval processes 

 Improve access 

Organisational Transformation 

 Remodel around customer outcomes, 
maximise self-service, leave specialists to 
focus on complex/vulnerable 

 Data management drives delivery 

 Relationships built and data shared across 
specialist areas which support customer 
requests to get things right first time (thus 
reducing avoidable contact) 

Benefits 

 Use workforce differently 

 Remove unnecessary silos 

 Drive self-service and reduce other channels 
for simple cases 
 

 

3.4 Taking transformation as the agreed approach and ambition, the Customer 

Service Focus Group have prepared an ‘Action Plan’ which will assist to develop 

a more detailed programme of works across the three key areas Digital – 

Operations and Performance, People and Place. This will implement our 

Customer Service Strategy.   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. 

4.0  Consultation  

4.1 A full review of our customer service has taken place engaging with our 

customers and staff to develop services.  This will be fed into development of 

services. 

4.2  Members will be invited to a briefing around the consultation exercise which has 

taken place with our Customers and Staff.  Detailed reports have been prepared 

which will inform the approach of the detailed Action Plan along with further 

outcomes of Local Government Reorganisation.   

4.3 Key themes which have come from both consultations are: 

 Improving online services. 

 A single registration login for all online services – Customer Portal.  

 Improving communication with customers and staff. 

 Creation of new Central Reception area. 

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 services, 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. 

 

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 regarding the system 

procurement/implementation project and the implications as the Action Plan is 

developed. 

 Legal  

7.3 There are no legal issues to raise in this report. 
 

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  Tel. (01229) 876310 

 

Appendices Attached to this Report  

 

Appendix No.  Name of Appendix  

1 Customer Service Strategy Action Plan 

 

 

Background Documents Available 

 

None 
 


