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SUMMARY

At Oxford City Council
our customer are at
the heart of
everything we do.

In a 24-hours a day, 7 days a week
connected world, being responsive to
customers is a must in any
organisation that provides services.

During 2019 Oxford City Council
embarked on a series of improvements
- enabling it to respond to change,
quickly. Our focus is on modernising
and enabling the Council to better meet
customer needs.

The Customer Experience Strategy
brings together the Customer, Digital
and Technology strategies and is
designed to make a difference in the
places where it matters the most,
putting customers at the heart of
everything we do. It will meet the
needs of our customers by giving
them:

Full control about how and when
they contact us.

Access to targeted services they
need created by improved data
analytics.

Services that are responsive,
modern, accessible and inclusive.

We will do this by adopting a 'Whole
Council’ approach, where every part of
our organisation will consider how the
work they do touches our customers and
how to improve our services holistically.
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KEY ELEMENTS OF THE CUSTOMER EXPERIENCE STRATEGY

CUSTOMER DIGITAL ICT
EXPERIENCE

BY DELIVERING THESE KEY ELEMENTS WE WILL

INCREASE CREATE A PROVIDE WORK PROVIDE
CUSTOMER CULTURE OF MODERNISED EFFICIENTLY COLLEAGUES
CHOICE 'CUSTOMER RESPONSIVE AND DELIVER THE RIGHT

AND FIRST SERVICES VALUE FOR TOOLS FOR THE
SATISFACTION MONEY JOB



Customer Experience Strategy Timeline - 2019

01 02 03 04 09 10 12

Mar Apr Ju Jul Aug Sep ct Nov Dec

Q3 Q4

Laptop/Desktop Replacement Project

| Smartphone Replacement Project

Enabling Tools and Paris Payments System Replacement Project
Skills

Whitespace to Bartec Domestic Waste System Replacement (complete)

IKEN Legal System Upgrade (complete)

I Members Wi-Fi (complete) H Bandwidth Increase

Windows 2008 Server Upgrade

Infrastructure &

Security PSN Network Upgrades (ODS) (complete)

Citrix Replacement (RDS 360 users) (complete)

Agresso Review (complete) | | Academy Replacement

Housing Replacement Project — New text & email solutions to keep customer up-to-date on progress

HMO Licensing Online

Intranet Content Refresh

Mobile Food Safety

Mobile Planning

Streamlining and
Service
Optimisation

Mobile Building Control

Mobile Licensing

Optimisation Phase 1: Council Tax

Optimisation Phase 1: Building Control

Optimisation Phase 1: Licensing

Optimisation Phase 1: Benefits

|
|
|
I
|
I Website Search & Accessibility
|
|
l
|
|

Optimisation Phase 1: Planning

Electronic Process Improvements Pilot (complete)

Live Video Streaming (complete) Cross-Service Working Groups (complete)

Collaboration

|
|
|
|
|
|
|
|
|
|
|
Idox Improvement Project / Paperlite / Scanning l
|
|
|
|
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|
|
|
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|

Communication Screens (complete)

Customer Digital Awareness Sessions

* Develop the digital skills confidence of our customers

* Raise awareness of what the internet has to offer

* Motivate customers to visit our website and use our online services

Increased Online Take-Up Initiatives

* Provide customers with a wider choice in the way they access services
* Increase customers self service

* Reduce call volume




Customer Experience Strategy Timeline - 2020

01 02 03 05 06

Jan eb Mar Apr May Jun

2020 Q1 Q2

Laptop/Desktop Replacement Project Softphone / BYOD Project

Smartphone Replacement Project Digital Skills for Staff

Paris Payments System Replacement Project Unified Communications / Telephony Refresh

FOI System Data Centre Review and Replacement

Members Case Management System Power BI Rollout

Enabling Tools and

Skills Academy Revenues and Benefits Replacement Pri

Info@Work Upgrade Customer Digital Awareness

line Forms Replacement Project - Iti-channel Customer Capabilities

Customer Digital Awareness
Northgate — Aareon Replacement Aareon Post-Implementation Decommissioning
ICT Showcase Events — Increasing Staff Collaboration

Duo Authentication Replacement

Infrastructure &
Security Sharp Printer Review Data Centre Backup Email Security Upgrade

OneDrive Shared Document Storage Migration (M: U: Drives) & Data Retention Housekeeping Programme

Case, Documents and Asset Systems Consolidation & Data Lakes Project — Phase 1 Feasibility

Council Website Design Refresh Listening Tools and Sentiment Analysis

Council Website Content Update Website & Microsites Replacement/Consolidation Project

Plain English Letter and Online Templates Room Booking System

Feedback to Customers using Social Media

- Improvements to Public Service Performance Data
Streamlining and
Service Optimisation Phase 2: Food

Optimisation

Optimisation Phase 3: Rents

Optimisation Phase 2: Bulky Waste Optimisation Phase 3: Repairs

Optimisation Phase 2: HMOs Optimisation Phase 3: Anti-social Behaviour

Optimisation Phase 2: Street Scene Optimisation Phase 3: Community Services

Optimisation Phase 2: Housing Applications Optimisation Phase 3: Gas

Increased Online Take-Up Initiatives Optimisation Phase 3: Leisure Services

Electronic Process Improvements BackOffice Process Automation Programme

Customer Involvement in Process Improvements Customer Insights to Inform Service Improvements

Collaboration Teams Rollout

Implement and Embed Collaborative Working

Video Conferencing (4 Suites) SharePoint Security

Customer Experience Toolkit Rollout

* Provide staff with the customer service skills needed to deliver great service
= Embed great customer service to a consistent standard across the council

* Use the skills to improve service delivery

Digital Listening Tools and Sentiment Analysis

= Develop our reputation through social media messages and initiatives based on analytical
data that monitors opinion and emotion

» Gather appropriate customer insight and then use it to inform service improvements

» Measure the customer experience in z meaningful way to continuously improve services



This page is intentionally left blank



	12 Customer Experience Strategy
	Appendix 2- Customer Experience Strategy 2019  - 2021 Public Summary 06.01.20


