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Customer Experience Strategy: Formal Consultation Report

APPENDIX B

Purpose of the Report:

To share the results/feedback of the Customer Experience Strategy consultation. This report should
be considered alongside the informal engagement activity Appendix that outlines activities
undertakentoinformthe initial draft strategy whereby over 300 separate responses from customers
were provided.

Contents:

1. Purpose of the consultation
2. Method of engagement
3. Findingsfromengagement

Purpose of the consultation:

To engage with local people and groups to better understand theirviews in helping to shape
Leicestershire County Council’s Customer Experience Strategy 2024-28.

Method of engagement:
Who? Which customers were targeted?

The consultation aimed to seek views of the County Council’s customers, as well as internal staff.
The term ‘customer’ referstoanyindividual or organisation who engages with Council servicesin
Leicestershire, including Leicestershire residents, family and friends of Leicestershire residents,
visitors to Leicestershire, and a breadth of organisations, from publicand voluntary sector
organisations such as districtand parish councils through to commercial businesses requiring Coundil
services.

Online: All visitors to the councils website during Sept/Oct/Nov 2024, were invited to complete the
consultation survey which was visible onthe ‘have your say page’ of the Council’s website.

Telephone: Atargeted text message using gov.notify was sent out to approximately 1750 customers
who had called the council during a4-week over Septemberand Octoberinvitingthem to share their
viewsonthe proposed strategy. Customers with mobile numbers who had contacted our highest
demand services were picked at random. Servicesincluded: highways, transport, waste, blue badge,
concessionary travel, adult social care, and school admissions.

Paper: Postersinviting peopleto complete the consultation survey weredisplayedinlibrariesandin
County Hall reception, with the option to pick up a papersurvey (return address detailsincluded)
fromthese locations should a customerbe unable to go online.

The media: There have been multiple media publications (viatelevision, radio, and newspapers) to
encourage residentsto provide theirinput.
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Targeted communications weresent to a range of public, voluntary and community groups
including:

e Carersnetwork

e District Councils

Parish Councils

Leicestershire Equalities Challenge Group (LECG)
Vistablind

Leicestershire GATE (Traveller, gypsy and roma community group)
Leicestershire deaf forum

NHS

Leicestershire Police

e East Midlands Ambulance Service

e FireService

All groups have beeninvited to comment on the Strategy using the survey link or by gettingin touch
with the programme team to arrange face to face or virtual briefings.

Elected Members: All Elected Members received an email on 16" September advisingthem on the
start of the consultation. In addition, the Council’s Scrutiny Commission received areport on 6
November, invitingthem to comment on the draft strategy.

Internal staff campaign: Council employees were made aware of the consultation via senior
management briefings, intranet articles, all staff emails and in various internal staff spaces across
County Hall. Staff were both invited to share the consultation opportunity with their customer
networks, as well asrespond to the survey directly if they were either a Resident of Leicestershire
County Council, orif they were part of a team directly handling customer enquiries.

There have been targeted email communications to staff group networks including:

e Disabledworkersgroup
e |LGBTQ+
e Black Asian Minority Ethnic (BAME)

What? Questions asked within the survey:
Q1- In whatrole are you respondingto this survey? (drop down list of customertypes)

Q2- Ifyou indicated thatyou representan organisation, business, community group, school/other
educational establishment, please provide your details.

Q3 - Are you providing yourorganisation's official responseto the consultation? Please select one
optiononly

Q4 - When was the last time you were in contact with Leicestershire County Council, if ever?
Q5 - To whatextentdoyou agree or disagree with ourvision?
Q6 - Q11 -To whatextentdoyou agree or disagree with this principle? -

o Q6 - Customerfocused: buildinga culture thatis aligned with good customer experience.
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o Q7 -Accessible andinclusive: designing services accessible tothose who need them, with
clearand comprehensible content.

o Q8 -Transparency:in ourdecision makingand communication.

o Q9 - Efficiency and effectiveness: in maximising value, addressing barriers to deliver good
guality services.

o Q10 - Continuousimprovement:inlearning, innovation, service redesign, performance,
impact, and results.

o Q11 - Sustainable design:in considering the environmental, social, and economicimpact of
our customerservice.

Q12 - Overall, towhat extentdo you agree or disagree with our draft Customer Experience Strategy
2024-28?

Q13 - What else, if anything, should we consider within our draft Customer Experience Strategy
2024-28? Do you have any views about what we could do to deliverthis?

Q14 - What isyour gender?

Q15 - Is the genderyouidentify with the same as your sex registered at birth?
Q16 - What was your age onyour last birthday?

Q18 - Are you a parent or carer of a young person aged 17 or under?

Q19 - Areyou a carer of a personaged 18 or over?

Q20 - Do you have a long-standingillness, disability, orinfirmity?

Q21 - What isyour ethnicgroup?

Q22 - What isyour religion?

Q23 - What is your sexual orientation?

When

The opportunity for customers to share their views on the customer experience strategy was
available from Monday 16™ September until Monday 11* November, viathe means outlined above.

Findings from engagement:

154 surveys were returned during the formal consultation, in addition to 316 surveys that were
returned during the informal engagement period, all of these were submitted online with the
exception of 1returned by post. There was 1 requestforan in-person engagement session, and this
too place on 27" November with the Leicestershire Equality Challenge Group.

About respondents
The majority of respondents were:

- aleicestershireresident (60%)

- female (59.3%)

- agedbetween45and 84 (85.8%)

- didnot have a long-standingillness or disability (67.9%)
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- white ethnicity (92.7%)
- 68% hadbeenincontact with the council inthe last 6 months
- External (nonLCCemployees) (83%)

Only 1 respondent was submitting aresponse officially on behalf of an organisation.

Q1: In what role are you responding to this consultation?

Response # %

Leicestershire resident 92 60% _

Family/friend/parent/carer of a Leicestershire resident 29  19% -

Leicestershire County Council employee 26  17% -

Other (please specify) 2 1%

lepresentative of a voluntary sector organisation, charity. 1 1% |
Representative of a provider (care, educationetc.) 1 1%
Representative of a parish council 1 1%
lepresentative of a district, borough, city or county counci 1 1%

Member of the public (not living in Leicestershire) 1 1%

Q4: When was the last time you were in contact with
Leicestershire County Council, if ever?

Response # %

Within the last 6 months 104 68% _

Over 12 months ago 19 12% .
Withinthe last 6-12months 16 10% [l
Don’t know [ can’t remember 8 5% I

Never 7 5% I

014 What is your gender? Fomale 83 59.30 [
Male 56 40.0% [N
I use another term 1 0.7% I
Q15 Is the gender you identify with the Yes 136 99.3%;
same as your sex registered at birth? No 1 0.7% |
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Qle What was your age on your last 15-24 1 0.8% |
birthday? 25-34 9 6.8% [N
35-44 7 5.3% [N

45-54 30 zz.e% [
55-64 40 zo.19 N
65-74 25 1s.s% [

75-84 19 14.3% [IIINEGEGE

85 or above 2 1.5% I
Q17 Whatis your full postcode? (derived) Blaby 18  15.0%
Charnwood 30 25.0%
Harborough 11 9.2%
Hinckley and Bosworth 22 18.3%
Leicester 4 3.3%
Melton 10 8.3%
North West Leicestershire 17 142%
Oadby and Wigston 8 6.7%
Q18 Areyou aparent or carer of a young Yes 32 23.2% _
person aged 17 o under? No 106 76.5% I
Q18a If yes, what are the ages of the 0-4 6 19.4%
children in your care? 510 11  35.5%
11-15 18 58.1%
16-17 5 16.1%
Q19 Areyou a carer of a person aged 18 or Yes 63 453% _
over? No 76 547y [
Q20  Doyouhave a long-standing illness, Yes 45 32.19% |
disability or infirmity? No 95 67.9%
Q21 What is your ethnic group? Please tick white 127 92.7% [ N
one box only. Asian or Asian British 6 4.4%.
Other ethnic group 3 2.2% l
Mixed 1 07%]
Q22 What is your religion? Christian (all denominations) 77 56.6%
No religion 49  36.0%
Any other religion 7 5.1%
Muslim 2 1.5%
Hindu 1 0.7%
Q23 Whatisyou sexualorientation?  Straight/ Heterosexual 114 87.0% [
Bi 3 23%
Gay or Lesbian 5 3.8%.
| use another term 9 6.9% -

Understanding responses based on the respondent profile:
Support for the Vision:

Allrespondents:

B Strongly disagree Tend to disagree W Neither agree nor disagree || Tend to agree M Strongly agree

Base

Geographic profile of respondents:
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Responses from Leicestershire Residents who provided the district were split as follows (irrespective
of otherdemographics):

District No. % agree with
the vision
Blaby 14 73%
Charnwood 26 55%
Harborough 10 63%
Hinckley and Bosworth 20 64%
Melton 10 70%
North West Leicestershire 14 70%
Oadby and Wigston 7 63%

Age —those reporting to be age 65 and over inrelationto whetherthey agree with the vision:

M Strongly disagree Tend to disagree Neither agree nor disagree | Tend to agree B Strongly agree

Base

46 “ 7% 26% 37% 22%

Age — those reportingto be age under65 in relation to whetherthey agree with the vision:

M Strongly disagree Tend to disagree Neither agree nor disagree Tend to agree M strongly agree
Base
106 14% 13% 15% 34% 24%

Disability - Those reporting to have a disability or long-standingillnessin relation to whetherthey
agree withthe vision:

W strongly disagree Tend to disagree Neither agree nor disagree [ Tend to agree W strongly agree

Base

45 22% 7% 24% 38% “

No disability -
W Strongly disagree Tend to disagree Neither agree nor disagree | Tend to agree B Strongly agree

Base

Internal vs external response to views on the vision:

Internal LCCstaff (17% of all respondents):

M Strongly disagree Tend to disagree Neither agree nor disagree Tend to agree M strongly agree

Base

26 4% 4% 50% 35%

External to LCC (83% of all respondents):
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B Strongly disagree Tend to disagree I Neither agree nor disagree [ Tend to agree B Strongly agree

Base

Support for the draft strategy as a whole:
All respondents:

B strongly disagree Tend to disagree B Neither agree nor disagree [7] Tend to agree M strongly agree

Base

Age — those reporting to be age 65 and over inrelation to whetherthey agree with the draft
Customer Experience Strategy 2024-28:

W strongly disagree Tend to disagree [ Neither agree nor disagree [ Tend to agree W strongly agree

Base

Age — those reportingto be age under65 in relation to whetherthey agree with the draft Customer
Experience Strategy 2024-28:

W strongly disagree Tend to disagree M Neither agree nor disagree ['] Tend to agree B strongly agree

Base

Disability - Those reporting to have a disability or long-standingillness in relation to whetherthey
agree with the draft Customer Experience Strategy 2024-28:

M Strongly disagree Tend to disagree [ Neither agree nor disagree '] Tend to agree M Strongly agree
Base
No disability -
M Strongly disagree Tend to disagree [ Neither agree nor disagree [ Tend to agree B strongly agree
Base

Internal vs external response to views on the strategy as a whole:

Respondents externalto LCC(83%)
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W Strongly agree

B Strongly disagree Tend to disagree Neither agree nor disagree Tend to agree
Base
122

10% 8% 30%

Respondentsinternal to LCC(17%)

M Strongly agree

M Strongly disagree Neither agree nor disagree | Tend to agree

Base

25 4%

40%

Responses to the principles within the strategy were as follows:

All respondents (irrespective of demographic):

B Strongly disagree Tend to disagree

B strongly agree

Neither agree nor disagree | Tend to agree

Option Base
Principle 1: Customer focused 154 8% AN 13% 33% E}
Principle 2: Accessible and inclusive 152 Al 11% 9% 26% 48%

Principle 3: Transparency 150 29% 45

150

S
K

Principle 4: Efficiency and effectiveness 27% 1%

Principle 5: Continuous improvement 147 10% 11% 14% 27% 38%
Principle 6: Sustainable design 143 5% 12% 30% 42%

The above results were broadly reflective of the total cohort of respondentsirrespective of age, with
the only notable differences being:

e that those underthe age of 65 were more likely to strongly agree with the Sustainable
Design principle (46%) vs over 65s (33%).

e Those overthe age of 65 were more likely to strongly agree with the Efficiency and
Effectiveness principle (58%) vs under 65s (48%)

Respondents with adisability or long-standingillness were more likely to strongly disagree with the
principles compared to those without a disability:

Principle Disability - % strongly | No Disability- % Unspecified-%
disagreed strongly disagreed strongly
disagreed

1. Customerfocussed | 17% (out of 29) 5% (out of 65) 14% (out of 14)

2. Accessible and 18% (out of 28) 3% (out of 64) 7% (out of 14)
inclusive

3. Transparency 21% (out of 28) 8% (out of 63) 8% (out of 13)

4. Efficiencyand 21% (out of 28) 5% (out of 63) 14% (out of 14)
effectiveness

5. Continuous 22% (out of 27) 6% (out of 62) 7% (out of 14)
improvement

6. Sustainable design | 15% (out of 26) 5% (out of 59) 25% (outof12)
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Frequent comments relating to what else we should consider within our draft
Customer Experience Strategy 2024-2028 and views about what we could do
to deliver this:

e Sounds positive on paperand makes sense to people, could be transformative

e ConsiderNeurodiversity (in provision of information and communications)

e Make iteasierto getthroughto a person (dissatisfaction with some of the call routing set
ups)

e Improve the website

e Havean email route

e C(Clearerandtransparentcommunicationisimportantto people

e Thereisa strongneedforpeopletostill be able totalkto people and to ensure contact
routesare clearand in plain English

e Accessible services

e Face to face customerforums

e Needtosetoutclearlyhow we are goingto achieve the vision and strategy

e Setout clearmetrics and targets across the different channels so that progress can be
tracked

e Customercaretrainingis needed.

e Communicate realistictimescales

e Removingchannelsthatenable quick, and accessible communication goes against the vision

e Questions/doubt overhow the strategy can be achieved with less money

e Be clearaboutwhat good customerserviceis(Versuswhatitisn’ti.e. there are things we
will notbe able to provide that might be classed as good customerservice)

e Service policies needto be transparent to support management of expectations better

e Customerfeedback needstobe genuinely assessed and fed into processimprovement to
eliminatethings not working well or wasteful (emphasis on culture change)

e Thereisa lotthat needstochange to realise the ambition within the strategy

e Address “duplication” across the systemin how customerenquiries are dealt with, and then
linked tothisimprove collaboration across different teams to address the core issues
impacting experience

e Technology and automation heavy, needs to be balanced with getting the basics right so that
staff behave and act to support customers

e Thereisa needtocommunicateindifferent ways dependingontheissue, forexample
automated responses are not always appropriate.

e Wheresomeone does needto getthroughto a human being, customers should be dealt
with respectfully and with empathy. Basic customer service behaviours consistently ap plied
irrespective of the service

Key messages from the LECG:
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Overall the group was very supportive of the strategy, and grateful forthe work the council does to
key channels of communication “open”, particularly when compared to otherorganisations e. g. GPs
and energy supplier. The following questions and suggestions were raised:

1

10.

Is County Hall still signed up to the British Sign Language (BSL) charter? Thisneededto be
clarified

The definition of who can be directed onlineneeds to be clearly outlined, there was concern
that there were likely to be some people that could go online, but the impact of making
some individuals going online could be more damaging and lead toindirect costs to the
council, forexample, the humaninterface forsome people is crucial in managing stress or
reducingisolation

Telephone and Paperis crucial for the visually impaired

Making online transactions are simple as possible was necessary, e.g. key sticking pointis
oftenthe upload of documents

Telephone/ talking to a person helps you pick up significant things about a person such as
safeguardingrisk

The council should raise awarenessin the commissioning teams around putting
requirementsintenderdocuments/procurement standards linked to user experience and
access, spreadingthe responsibility onto providers (both technology partners and others).
Library service is so important as an enabling place to help customerservice, bringthemin
the loop about different processes.

Re think usingand relying on “productive people” insociety to help and do things on behalf
of someone else, this doesn’t support enabling people and it can be an insensitive question
to ask if someone doesn’thave a family orfriend that can help.

Reception at County Hall is very good.

The group wouldlike to be involved earlierinthe process, and be kept updated of proposals
linked to changes at a service level, the earlierthey are involved, the more they can help the
programme getit “right”.
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