Committee/Date:

Cabinet 19" June, 2007

Title:

Access to Services Strategy and Route Map

Council Priority:

Working for Waltham Forest

Enhance community understanding and
participation

Directorate:

Corporate Services

Report of: Head of Information and Customer Services
Contact: David Wilde

Phone: 020-8496 3676 (Ext. 3676)

E.Mail: David.Wilde@walthamforest.gov.uk

Action required: For Decision

Wards affected: All Wards

Appendices: Appendix A — Increasing Access to Services Model
and Strategy
Appendix B — Our Achievements
Appendix C — Risk Matrix
Appendix D — Action Plan
Appendix E — Equality Impact Assessment
Appendix F — Council Customer First Policy
Status: Open
1.

1.1. The Council approved the Customer Services strategy and an
ambitious action plan in October 2004. The action plan has been fully
delivered. During the year 2005-06, a Customer Services Scrutiny
Panel was established to evaluate the Council’'s arrangements for
supporting the customer. In 2006, the Council went through the
Improving Access inspection under the new framework and was
assessed as providing a fair service with promising prospects for
improvement.

1.2. This report proposes the Council's strategy for the next phase of
improving access to services over a period of 5 years and the action
plan to deliver the strategy.

1.3. The Council is confident of its own performance and wishes to engage

with its partners in enabling and improving access to services. The
generic service provision will also utilise every Council service to
facilitate access. The proposed strategy is set in Appendix A and the
supporting action plan in Appendix D.
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2.1.

3.1.

4.1.

4.2.

4.3.

4.4.

5.1.

6.1.

7.1.

For Cabinet Decision

2.1.1. Cabinet is requested to agree the strategy and accompanying
action plan.

This is a key decision for Cabinet as the proposed action plan will have
a significant impact on all those who live and/or work in the Borough. It
also contributes to delivery of the Council’s key priorities.

The Council’s overarching vision 2012 is to be a top performing
Council, providing excellent services, accessible to all and led by
customer’s needs.

Services can be accessed through a variety of media - the phone,
website, citizen cards, shops and other public premises, e.g. leisure
centres — and during increasing periods of time. The level and type of
access will vary, but having to go to a particular Council office to do
business with us is already a thing of the past for many of our services.

Our aim is to improve access to local information and services and for
our track record for innovation to be recognised both internally and
externally as best practice.

We will put in place the required capacity to ensure our vision is
realised. Communication and consultation, work force management
and development and contract and performance management will fully
support the delivery of accessible services.

To do nothing is not an alternative in the light of the Customer Access
Inspection recommendation to update the customer access strategy
and to be more ambitious in its outcomes.

The Council will test the proposed strategy and action plan through
consultation with customers and stakeholders as services are
developed and in advance of them being rolled out. These are
contained within the action plan.

Financial

7.1.1. There is a wealth of evidence from Government and the Private
Sector that electronic self-service reduces transaction costs by
up to 90%. The Council’'s web site now has a sustainable funding
stream, derived from cost reductions in publications and print, for
development, management and Internet Service Provision. The
investment in WFD shops is largely complete and with the
opening of the fourth shop in Chingford, there are no current
plans to open any more shops in the Borough.
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7.1.2

7.1.3

Delivery of the strategy is likely to involve additional costs to the
Council at the implementation stage, although there are also
likely to be opportunities to make savings through more efficient
working. The exact financial implications are not known at this
stage but will become clearer as work on the strategy
progresses.

Should investment be required, the working principle for
implementing the strategy will be on an ‘invest to save’ basis —
additional costs met by identified equivalent savings to the
Council. If there are areas where direct cashable savings cannot
be determined, a growth bid will need to be submitted in
accordance with Council’s budgetary framework. For example,
the Consultation Manager has indicated that the annual
customer survey to establish customer segmentation and
researching new and minority communities will require additional
funding of £40,000 and £30,000 respectively

7.1.4. A full business case has been developed and plans are currently

7.1.5

7.1.6

7.1.7

7.1.8

being implemented for a standardized cash receipting process
across the Council; we current have a plethora of systems in
use. to the proposal to use kiosks, to further improve access
and simplify process, has to be agreed by the Director of
Finance to satisfy the S.151 requirements, including ensuring
that adequate financial control and reconciliation processes are
built in. The kiosks proposal cannot be fully implemented until
this has been done.

Enabling electronic service delivery at layer 1 of the access to
services model will require additional funding — for the provision
of a kiosk to access electronic information or provide printed
information. The Council’'s annual spend on printing and
photocopying is significant. This expenditure should continue to
be reviewed to determine business benefits and identify how it
could be reprioritised by providing electronic information rather
than in printed format.

The physical access available at layer 4, for specialist services,
should be reviewed to rationalise access points with the
consequent cost reduction to enable improvements in other
locations. This is a key workstream in the KPMG Efficiency
Review under Access to Services.

There will be additional training costs in providing the skills and
customer care training required. This can be funded through
reprioritising existing training budgets.

Funding (£100,000) is being sought for a feasibility study to
determine the business case for implementing electronic
document management. The feasibility study will determine the
cost of the implementation that will be significant.



7.2

7.3.

7.4.

7.5.

8.1.

8.2.

7.1.9 Cabinet’s approval of the future access to services strategy does
not commit the Council to approved funding.

Legal
7.2.1. There are no specific legal implications arising from this report.

7.2.2. The Council can use its powers under Section 2 of the Local
Government Act 2000 otherwise known as “well-being powers”.
This allows the Council to incur expenditure where it considers it
is likely to achieve the promotion or improvement of one or more
of the following: the economic, environmental and social well-
being of its area.

7.2.3. The governance arrangements for delivering the strategy and its
action plan are set out below.

(@ The Portfolio Holder for Service Modernisation is the lead
elected Member with responsibility for customer services.

(b)  The Executive Director Corporate Services has lead
responsibility for customer services.

(c) A programme board will be set up to drive the action plan
forward.

(d) The Centre of Excellence for Project and Programme
Management will continue to challenge and support the
programme board in line with Council governance
arrangements.

Human Resources

7.3.1. There is some staff capacity within the Council to undertake
these improvements.

7.3.2. The Council has also put in place a contract for external support
on business process redesign and simplification.

Health Impact Assessment

7.4.1. The first point of contact between the customer and the Council
will need to conform to the Disability Discrimination Act 1995
requirements to support ease of access to all residents and
stakeholders.

Equality Impact Assessment

7.5.1. This strategy and action plan will be critical in improving access
to all customers and important to the Council’s commitments on
diversity, particularly in access to services. The Equality Impact
Assessment is attached at Appendix E.

The strategy and action plan are ambitious and reflect the confidence of
the Council in its achievements and performance improvement.

Achievement will be an innovative step change in increasing access to
services.
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8.3. Costs will be met on an invest to save basis, at least ensuring
investment is cost neutral and seeking to secure efficiency gains where
possible.

Background Information

Customer First Policy 2004
ICT and e-Government Strategy September 2004

This report has been cleared after discussion with the Portfolio Member

Portfolio Member for Service Modernisation
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INTRODUCTION

1.1

1.2.

1.3.

1.4.

1.5.

1.6.

1.7.

1.8.

1.9

The Council participated in the first Access to Services inspection, under
the Audit Commission’s new framework, in April 2006 and was assessed
as providing fair service with promising prospects for improvement.

The time is right for the Council to redefine its vision for the next 6 years
and agree more ambitious outcomes that will underpin its vision and
commitments.

Waltham Forest Council approved a customer services strategy in October
2004 along with an ambitious action plan. Significant progress has been
made and the action plan has been fully implemented.

Waltham Forest has made great improvements to the ways in which we
use technology, provide customer services and demonstrate value for
money. We have moved from a Comprehensive Performance Assessment
rating of Poor (no stars) to Good (three stars) in only three years. We
have been shortlisted for and won many awards. Examples include
finalists in the National Customer Services Awards in two of the last three
years, winners of the National e-Government Award for strategy and
leadership, medallists in the annual British Computer Society awards and
finalists at both the Local Government Chronicle and Municipal Journal
awards in 2005 and 2006.

We are well respected by our peers in local government and beyond.
Others are taking on board our best practice around technology, project
and programme management and customer services. We are increasingly
seen as an example of good practice.

Waltham Forest Direct provides access to more services and is open for
longer hours that the vast majority of local authorities. We do not want to
rest on our laurels, but are keen to further improve access to services.

We also have some real challenges to overcome: community engagement
and consultation are both recognised as weak areas for the Council in
terms of customer access and satisfaction monitoring. The web site is in
need of an overhaul in terms of technology, content and customer focus.
The strategy and action plan targets these areas.

The current Local Government Bill expected to become law in 2007, puts
a lot emphasis on place shaping and the consequent customer-centric
service delivery. This is a challenge for local authorities as our services
are provided across the full range of residents and businesses leading to
many hundreds of transactions.

This vision, the supporting strategy underpinning it and the programmes of
work required to turn the vision into reality centre on four key drivers: our
people, places, access and value for money.

1.10.The strategy to deliver the vision — a route map of actions — is set out

under sections 4 — 8 below.



2.1.

2.1.1.

2.1.2.

2.1.3.

2.1.4.

2.1.5.

2.1.6.

Waltham Forest’s customer service provision is primarily delivered
through a single service, Waltham Forest Direct (WFD),
comprising three shops, in Leyton, Leytonstone and Walthamstow
(with a fourth set to open in Chingford during 2007) and a Contact
Centre. Around 65% of all services are delivered through WFD as
first point of contact. The Council has adopted the approach of
providing not only a breadth of services through the WFD brand,
but also the depth of services.

At the heart of this service is a culture of delivering high quality
customer care that resolves as many requests as possible at the
first point of contact. The track record of WFD over the last 12
months has been very good.

For some years now the Council has actively promoted the single
contact number 020 8496 3000 for access to services, most
recently reflected very well in the A to Z of services issued to all
residents. In recent months a number of other service delivery
points have started to engage with WFD with a view to transferring
front line services to the Contact Centre and shops.

The Council is now keen to enable access to the remaining 35% of
services that are delivered outside WFD. These are often branded
in their own right or delivered by third parties without adequate
contractual controls on the quality of the services provided. The
result is confusion for residents and businesses, poor customer
care and increased failure demand in service provision.

The Council is accountable for all the services to residents and
businesses in the Borough at the appropriate quality and at a
reasonable cost.

Increasingly, the Council provides services through contractors
and/or local partners. The major partners include:

@) Ascham Homes for the Council’s Housing stock

(b) EduAction for support to Primary, Secondary and
specialist schools

(© Greenwich Leisure for our Leisure Centres
(d) NCP for parking services

(e) The Waltham Forest PCT, North East London Mental
Health Trust and Whipps Cross Hospital for a variety of
social care needs

)] O-Regen for a variety of local regeneration schemes

(g) The Metropolitan Police and other Criminal Justice
organisations for community safety

(h) Verdant for waste collection
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2.1.7.

2.1.8.

2.2. "

2.2.2.

Each organisation has its own customer care standards. Each one
is tasked with delivering specific services. This approach does not
enable access to a range of services through a single access
point. Given the Council is accountable for enabling improved
access to services, the current arrangements could be made more
effective by applying consistent standards of customer service
across our partners and opening up access to more services
where there are points of presence, regardless of who the
deliverer is.

There is an excellent opportunity to provide an effective and
cohesive service to the Council’s customers, improving access,
reducing cost and increasing customer satisfaction.

The key change required is to change the perspective from that of
the service provider to that of the service recipient.

Waltham Forest is a long and narrow borough with relative
affluence and a predominantly white community in the north and a
very diverse and economically deprived community in the south.
The next Local Government Act will emphasise the duty of the
local authority to lead on ‘place shaping’. Efficient and effective
access to services is integral to this new duty.

The Council has begun to take services to the people, e.g. access
to housing benefit assessment in the Waltham Forest Direct
shops. However, more remains to be done on knowing more
about the diverse needs of our claimants in order to provide the
service where it is needed rather than bring the customer to where
the service is provided. Other examples of bringing people to the
service provider rather than vice versa are planning, parking,
disabled badges.

23. " ## P! #

2.3.1.

2.3.2.

2.3.3.

The Council currently delivers services through the web, by phone
and in person (shops and home visits). It has added the citizen
card, using SMART technology, as another access channel
recently. It is exploring the use of SMS (texting), particularly for
use by its younger residents.

The electronic government focus over the last few years has been
driven from the value for money (VFM) perspective. Self-service
through on-line provision is far cheaper than telephone that in turn
is far cheaper than face-to-face provision. More should be done
on-line given the increasing access to PCs and the improving skills
base of the residents.

There have been some stunning examples of success: on-line
self-assessment for income tax; on-line vehicle excise duty; on-
line job search; and on-line VAT returns. Waltham Forest Direct
contact centre provides a high quality service consistently
delivering top performance.
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2.3.4. There are some personal services to the vulnerable that will
continue to be provided face to face, as will services that are
governed by tight regulations regarding identity. However, more
can be done through self-service and the contact centre. Some
services have found it more challenging, largely owing to the
complexity of the way in which the service is delivered. The key to
doing more through these two channels is through business
process redesign and simplification. The Council has set up a
framework contract comprising three organisations to help it make
this transformation. Benefits and Planning have already gone
through this exercise with impressive improvements in
performance.

2.3.5. Access channels, intuitively designed around life cycles and user
expectations and integrated with service delivery driven by
streamlining processes from engagement to fulfilment will provide
a quality of service the customer expects whilst keeping cost of
delivery to a minimum. Access channels designed to mirror the
structure of organisations delivering services will limit choice,
reduce flexibility to deal with varied requests and will add cost by
creating end to end channels for delivering specific services
regardless of the number of times the same information is needed.

2.4. "$ %&

2.4.1. Over the last 2 years the Council has upgraded and standardised
its core technology infrastructure to enable improvements to
service access and performance.

2.4.2. The vision for technology transformation was that, by mid 2007,
the Council would:

(@) Ensure that all staff will be able to engage electronically
with all the information and, services they need to do their
jobs, through a unified set of self-service systems,
delivered to the desktop.

(b) Manage all consultations, grant and subsidy payments,
procurement of goods and services and statistical
collection and dissemination through standardised
systems designed to reach the widest target audience.

(c) Implement a set of e-enabled information channels to
meet the needs of its key customer groups, including a
corporate geographic information service designed to
meet their needs.

(d) Improve office productivity by raising skill levels in the use
of new systems and redesigning work to secure the
benefits of investment.

(e) Deliver on its commitments to the national e-Government
Delivery Programme.

2.5. This vision has been delivered six months’ ahead of the planned time
scale. We achieved 100% e-enablement of all services, one month ahead
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2.6.

3.1.

3.2.

3.3.

3.4.

3.5.

3.6.

3.7.

3.8.

3.9.

of the deadline set by central Government, placing the Council in the top
performance quartile.

Our impressive achievements are listed in Appendix B.

We will focus our services on the needs of all sections of our diverse
community, working with our local strategic partners, to ensure equitable
access for our hard to reach groups.

We will place customers at the heart of our service delivery, have a full
understanding of their needs and preferences and organise our service
delivery from their perspective.

We will ensure that partners and contractors who are responsible for
delivering local services work abide by these commitments.

We will consistently enable easy access through the most appropriate and
convenient channels for our customers.

We will continue to integrate service delivery through the Waltham Forest
Direct (WFD) Service that will be clearly recognised by our customers as a
reliable and effective single point of contact.

We will enable physical access to meet the needs of our more vulnerable
customers who prefer or need to talk to us face to face. We will do this
through our WFD shops in each town centre as well as other Council and
partners offices.

We will continue to facilitate a shift towards self-service, to enable 24/7
service provision, through the Council’'s website which will be fully
accessible, easy to navigate and provide excellent opportunities for
communication and consultation.

We will regularly seek feedback from our users and customers to measure
customer satisfaction and to deliver continuous improvement.

We will learn from complaints and episodes of failure quickly using this
intelligence to drive continual improvement.

3.10. We will improve customer service to levels that will consistently meet the

expectations of our users — both in terms of the service provided and our
approach in dealing with their requests.

3.11.We will establish a systematic approach to managing and improving value

for money for our services in line with best practice established within the
private and public sectors to drive up efficiency and effectiveness.
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4.1.

4.2.

4.3.

4.4.

The service transformation needed to achieve these objectives will take
the form of five programmes comprising:

4.1.1. Mainstreaming as the centre of customer access in terms of
brand, communications and access to services

4.1.2. ! I" # — identifying and enabling the delivery of our
residents’, businesses’ and visitors’ needs and through what and
where they are

413. $! # — using a whole of range of channels to offer the right
channel to meet the individual needs of the user

4.1.4. "( "#$ # — providing more joined up service provision and
enabling access through a ‘life cycle’ or transactions

4.1.5. 1) * — seeking to achieve the most cost effective provision of
services by increasing take-up of lower cost service provision
where appropriate and making best use of the channels available

All five programmes are cross-cutting to achieve a real step change in
access to services, customer satisfaction and improved efficiency. The
Council will move away from service-centric delivery and towards
customer driven demand met by effective self service provision in the first
instance, with telephone and face to face resolution at points of contact as
the second line for more complex needs. Service specific provision will be
only as a last resort and where specialist and case sensitive requirements
demand it.

The risk matrix is attached at Appendix C and the action plan is attached
at Appendix D.

This approach will need further information systems to enable holistic
service provision. They include the following.

4.4.1. The Information Management programme has completed its first
phase, defining policies for information security and management,
and is nearing completion of the second phase, defining the
Electronic Document and Records Management architecture,
putting in place effective physical file storage capability and
implementing effective data storage. Phase 3 will comprise
definition and implementation of an EDRM solution for
unstructured data and implementation of EDRM standards for
business applications.

4.4.2. The Council's web services and sites have relied on ad-hoc
funding over the years and as part of the 2007-08 business
planning round a sustainable business model has been approved
to provide effective investment in this critical customer access
channel. In the meantime a number of tactical issues with the
current web site are being addressed: accessibility to meet DDA
standards; improvements to the information available through data
cleansing and; web hosting will be moved to and external provider
to ensure higher quality of service availability and response times.
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4.4.3.

4.4.4.

From April 2007 a new project will be initiated to review and
redesign the web site in line with customer requirements.

The Internet email facility will be extended and enhanced in 2007
to include networked files and other collaborative services

SAP will be upgraded to a web based system and extended to
provide self-service HR for staff and managers.
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10.

ICT PROVISION IN 2007

A great deal has been achieved across ICT service provision, resulting in over
£1million savings per annum whilst ensuring it is now fit for purpose.

The Council now uses CITI (Council IT Infrastructure) across the estate, a
standard network, desktop and hardware environment.

SAP has been extended to cover customer relationship management, estates
management, plant maintenance (including a range of street services) and
business reporting. Core corporate business services —finance, payroll and
procurement — have been in place since 2003..

The Council’'s business applications have been consolidated around: SAP;
Corelogic (for social care records); iWorld (for housing management); Academy
(for revenues and benefits); MVM (for geographical information and planning);
FLARE (for environmental protection) and; Comino (for document imaging).
Further consolidation is taking place following acquisitions in the ICT industry.

Sound arrangements are in place for electronic procurement - 95% of all goods
and services go through the system — through use of electronic catalogues and
authorisation.

Almost all financial transactions are conducted electronically between the
Council and other public sector bodies.

Online tools are in use for consultations and we have a local Observatory in
place for the Borough covering a wide range of demographic and other
statistical information, all available to the public.

Office productivity improvements are beginning to show through via the
Alternate Ways of Working (AwoW) project. Efficiency gains are being realised
through improved work/life balance (sickness levels are reducing), better use of
accommodation and greater workforce mobility

Take-up of on-line services continues, especially around electronic payments
for a wide range of services These payments to the Council have been
increasing significantly year on year; in 2006-07 we collected £10.1million
through on-line payments, covering 54,000 transactions. Direct debit payments
for Council Tax continue to increase steadily and the recent on-line parking
fines service is proving very popular for ease of use and access.

Wireless technologies are now in use through Blackberries for email, web and
other office services. 3G cards also in use for staff on the move. All staff with
email can access their accounts via a secure channel from any Internet access
point.

-14 -



#) can be defined as uncertainty of outcome, whether positive opportunity or negative threat. The term

#*" refers to the

combination of the probability of these potential events and the magnitude of their impact.

#) 1 1y (isthe , 1 1% , (

- #x"

to an acceptable level. It involves having processes in place to monitor risks;
access to reliable, up-to-date information about risks; the right balance of control in place to deal with those risks; and decision
making processes supported by a framework of risk analysis and evaluation.

# ) $ . 1 (L s
Lack of appropriate funding and inability to fund M H Undertake phased approach to deployment, based upon available funds.
complete programme of work Publicise programme only when lines of funding are secure
Complete cost benefit analysis for each initiative and by programme
Lack of appropriate skills H H Undertake a Training and Development Needs Analysis and consider re-
. . . skilling and development training programmes.
Inability to attract/recruit permanent staff with
required professional and technical skills to Procure appropriate skills and encourage skills transfer.
deliver information strategy programme,
including programme and project management,
technical development, design and business
analysis
Lack of Senior Management buy-in M H Obtain Management Board approval to Acces to Services Strategy.

Appoint Senior Responsible Owner for each project/initiative.

Develop and implement communication plan for strategy to Council
colleagues.

Provide regular progress reports with feedback.
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1

(0,

Failure to deliver Access to Services portfolio

Prioritise programme initiatives against Council business plan objectives.

Review Service Transformations Programmes against wider Council
programmes and manage competing priorities through Service
Transformation Group.

Ring-fence funding under Group approval; allocate funds on approval of
business case and benefit realisation.

Programme control/risk management under Group with appropriate
Programme Management Office reporting.

Adopt a phased approach using pilots, where necessary, for each
project.
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WFD Agreement that WFD is the Council's access to Kat Myers Agreement July 2007 Buy-in across Council
tS:rr\gf(l::(ftti)trand and establishment of comms plan Comms plan operational service deliverers
from Sept 2007 Integration with corporate
comms branding for the
Council
Establishment of the Council’s points of presence | Penny Charlish- Definitive list set by Sept
across Waltham Forest and the services Jackson 2007
delivered through them Rationalisation complete by
end 2009
Consolidate all publications and communications | Kat Myers Publications reviewed by
channels around WFD product set end Jan 2008
Consolidation Complete by
July 2008
People and | Annual Mystery shopping Programme Claire Witney Effective from 2007-08 Response by the public
Places
Develop effective systems for monitoring Max Carter Systems defined by Successful invest to save

customer satisfaction/access and embed the role
of involving service users in informing service
delivery.

October 2007
Invest to save for 2008-09

Systems live Sept 2008

bid
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Develop our approach to customer segmentation | Claire Witney Ongoing with first datasets | Quality of baseline data
by providing behavioural, attitudinal and available for 2008-09 as a and response of customer
psychological information through the annual baseline base to requests for
survey information
Research programme to identify local drivers of Claire Witney Baseline position Quiality of baseline data
zz\gts;zraﬁélrog ;t?s?aecg(r)cr)]g;ﬁ?\?:d through the annual determined by March 2008 Availability of comparative
Y- Annual programme from data from other LAs
April 2008 onwards
Research programme to identify the service Claire Witney Programme defined by Responsiveness of
needs of different communities in the borough. October 2008 communities to provide
Invest to save bid for 2008- data
09
Programme operational
from April 2008
Implement and integrate population and Max Carter Already under way. None

geographic information systems to provide
intelligence on both at super output area (sub-
ward) level to help inform decision making.
Systems include:

e Govmetric

e Neighbourhood Statistics (ONS)

* Mapinfo (geography)

e SAP CRM

e MVM (planning)

e Economic data (eg Mosaic)

e Academy (CTAX and Housing benefit)

Govmetric will be live by
Sept 2007
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e [World (housing stock and rents)
post-contact/exit surveys via CRM to inform Penny Charlish- Planned for 2007-08 as part | None
perceptions of customer service through the Jackson of customer satisfaction
WFD brand and in relation to specific enquiries. reviews
Channels Refresh Council website Kat Myers Web project live and Buy-in from information
resourced. owners to refresh and
New web site to be Litgssr:;terlal as
operational from December y
2007
Enable end to end on-line transactions across all | David Wilde Scoping study to identify Successful invest to save
relevant services service complete by Sept bid
2007
Invest to save bid for
complex e-forms solution
for 2008-09
Solution implemented by
September 2008
Self service financial transactions in all WFD David Wilde Kiosks operational by Sept | Need to meet financial

shops

2007

Cashiers office scaled back
by December 2007

control requirements

-19 -




T,

B

" #

Roll out of OneCard for all identity based
transaction services

Max Carter

First 10,500 already rolled
out

A further 45,000 to be rolled
out to cover Libraries and
staff (for ID) by July 2008

Compilete roll-out for all
services by March 2009

Buy-in from service areas
and quality of customer
data

Transfer of services to WFD call centre and

Penny-Charlish-

Already at 65% coverage

Capacity of WFD and

i 0,
points of presence to reach 90% of total Jackson Remaining 25% transferred resource transfer
by April 2009 requirements to take on
yAp additional services
Ensure all physical points of presence are DDA Maureen March 2008 Financial
compliant McDonald-Khan
Partnerships | Establish and embed a customer service David Wilde Standard already defined. Strength of current

standard for all Waltham Forest Council service
providers

Contracts amended to
include the standard by
Sept 2007

Standard applied to all new
contracts from August 2007

contracts and cost
implications arising from
any changes required

Establish a memorandum of understanding with
the major partners listed in the Access to
Services strategy under the Local Strategic
Partnership

Rob Pearce?

MoU drafted by Legal by
August 2007

MoUs come into force from
April 2008

Willingness of partners to
engage

Potential conflict with their
own access to service
needs

Cost implications for some
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services

Improve engagement with voluntary sector on
service delivery and intermediary service
provision

Satwant Pryce

Review of current voluntary
sector engagement on
service delivery complete
by Sept 2007

Identify key services where
voluntary sector can
contribute to delivery by
Dec 2007

Enter into formal service
delivery agreements from
April 2008

Capacity in voluntary
sector

Sensitivity of information
and trust

Take-up

Drive up self service take-up by 25% from
baseline with a view to increase the target
following review of services using on-line
channels

David Wilde

Baseline already in place
through NeSDS

Priority services for self-
service identified by end
August 2007

Invest to save bid for
intelligent e-forms

Roll-out plan in place for
April 2008

Successful invest to save
bid

Decrease percentage ratios of face to face and
telephone service requests against on-line,
intermediary, SMS and smartcard channels

David Wilde

Baseline on current service
already in place through
NeSDS

Possible invest to save
bids where changes to
technology and service
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Take-up targets defined for
all services, by channel, by
Sept 2007 for delivery over
18 months

provision are required

Buy-in from relevant
service heads and
portfolio holders required
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Customer First
The Council’'s Customer Services Policy
QOur vision

The Council’s vision 2012 says “we want to be proud of working for Waltham
Forest, a top performing Council, providing excellent services, accessible by all
and led by customer needs”. This vision is challenging and will mean a big
change for us. It will mean every employee of the Council acting as a
customer champion committed to providing excellent services to the customer.

Customer First is the Council’s customer charter setting out our objectives to
ensure improved services to the customer. It demonstrates our commitment to
understanding what they want and meeting their needs, caring for our
customers and increasing customer satisfaction. Every employee and elected
councillor will be a customer champion committed to improving the customer’s
experience and improving satisfaction. We are committed to training and
developing our staff to be customer focussed.

Our Priorities
The Council’s priorities are:-

. Decrease crime and improve the safety and quality of the environment
. Improve the health and well being of local people

. Improve learning opportunities to help individuals achieve their potential
. Improve the local economy and infrastructure

. Enhance community understanding and participation

. Working for Waltham Forest

Our Objectives

We undertake to regularly consult with our residents and customers to
determine their needs and preferences and particularly those of our minority
community. We will monitor feedback from complaints, particularly from an an
equality of access aspect, and will learn from them.

We value the diversity of the Borough and recognise the challenges of
providing services to all community groups. We provide a dedicated
Translation and Interpreting Service and will provide information on audiotape
or in Braille to prevent barriers to access. We also have an ambitious
programme of physical improvements to make our front offices accessible to
those with disabilities.

We are aware of the areas of deprivation and commit to having a Council
presence in each of our town centres as part of our regeneration plans and to
enable access to local services. Be this through Waltham Forest Direct shops,
our libraries, leisure centres or neighbourhood offices, we aim to improve and
simplify access to our customers.

We promise the same standards of care whether our services are provided by
the Council, in partnership with other organisations or through a contract, the
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customer will receive the same standards of care. We will strive to make our
services more accessible at the first point of contact with the Council be it by
phone, in writing or in person. We will work in partnership internally and
externally to support access to local services across Directorates and sectors.

We will make customer care an integral part of service delivery and we will use
feedback from complaints and consultation to improve our service to
customers.

We commit to regularly benchmarking our services against other and reviewing
delivery processes to ensure we are providing value for money and are
continuously improving service to our customers.

Our Targets
Our staff will be polite, helpful and welcoming.

The following targets will be used to measure customer care. We will
e deal with at least 80% of enquiries at the first point of contact

e answer 80% of phone calls within 20 seconds and give our name and
the service

e reply to correspondence within 10 days
e acknowledge all complaints within 5 days
e investigate 90% of complaints within 28 days.

e We will consult with our customers, at least annually, to get feedback on
our performance against the above performance indicators.
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