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Sheffield Facts & Figures...

Gained it's city charter in 1893

Population of 525,800 - England's 3rd largest Metropolitan
Authority

227,000 households in Sheffield
2 Universities - with over 50,000 students

The only city to include part of a national park, The Peak
District, within its borders
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Sheffield Streets, maintained by Street

Force...

1,900 km of roads
3,400 km of footpaths
/2,000 highway gullies
69,000 street lights
35,000 highway trees
2,700 litter bins




What are we trying to achieve?

Customer ‘voice and control’ — active engagement/involvement

Focus on ‘people’ not ‘place’ — individualisation & choice —
services tailored to customer needs

Equality of opportunity — a fair deal for all — excellent services
and quality of life

Value for money

‘A Council that gets things right first time for our customers’
AR Sheffield
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What do Most Customers Want?

Great Service

+

Value for Money

+

Right First Time

+

On Time

SA

ISFAC

ION




What do our customers experience?
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Customer Service Best Practice

CUSTOMER SERVICE
is a single consolidated service that works with service delivery functions and for customers

Citizen dialogue, feadback and redrass

Citizen focus/front office
Multi-charnel integrated aoccess and advocacy
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“Partnership working

Demacratic accountabllity and leadearship




The CRM Vision

Customer Relationship Management is a way of working to
enable improvements:

» for Customers by offering services in a more personalised, consistent
and timely manner

 in the working environment for Employees by providing the correct tools
and information to do their job

* inthe Council’s efficiency through better sharing of information and by
reducing duplication

« CRM will enable the Council’s ambition to deliver ‘real customer
focus'.
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CRM - a Way of Working

CRM is not primarily an IT project,

Whilst IT will enable better ways of working, but only by supporting major
changes required in the areas of:

— Sharing information

— Changing working practices

— Changing job roles

— Changing the organisational structure

CRM will require us to look at:

— Who are our Customers? — both internal and external

— What do they want from us, how and when?

— How the Council can best meet these needs?
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Creating the Customer Experience




Customer
Requirements

Business
Processes
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What will success look like?

Knowledge about our customers
Services organised around customer need

Simpler access to services — one phone
number

Consistent customer experience — regardless
of service or channel

Customers served In one visit




An example of CRM In practice

Streetforce Services
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Take
details

Direct
to free

Details

Contact :
card phone & email recorded
issued CSB in night
CSB book
x Agent stare ) <
Police Street Force takes &
enters ENTER A
Sheffield - DETAILS Emergency
effie details Services)

Homes
Other partners

STREET FORCE COMPUTERISED SYSTEMS FOR
MANAGING, TRACKING & ACTIONING ALL

CUSTOMER CONTACTS

CSB
UPDATE

(CSB = Street Force Customer Service Bureau. CSB staff are
the SF Admin & Clerical Team who work closely with their
operational colleagues providing answers to complex
enquiries/handling difficult customers that/who can’t be

Trace Enquiry Form
(TEF) produced
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The system was acknowledged as being robust and able to deliver quality feedback to citizens by the independent
Charter Mark Assessor as part of her re-assessment of Street Force in Aug 08 when we retained our CM accreditation
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SCC — The new Model For Delivering Customer Experience

This is shown in the diagram below;

CUSTOMER SERVICE FRONT OFFICE

Pra-contact
and Contact
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(Customer Experience — A strategy for Sheffield City Council 2007 — 2010)
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SCC v
CRM
SYS’

4 — Qperations confirm contact has been dealt with
NOTE STEP 3b & 4 NOT ALWAYS CARRIED OUT... CONTACT MAY ONLY REQ’ INFO' NO WORK TO DO
5 — Update to SCC Front Office on progress/service fulfilment

I CSB% . .
" QUALITY 1 . .
I CHECK & * . SF ACTION OFFICER
— HERN - =" . (Insp’ or Eng’ or ¢
2 Manager) .
: The Street : :
. Force * . :
. (H’'way PFI : : :
: Provider : : Sheffield :
& 2011) il O (o City Council .
+ Service . %
: Delivery :  NOTEWHERE PRACTICABLE, EACH STAGE OF THE PROCESS WILL BE ELECTRONIC —
. Team e —



Summary

Customer Relationship Management needs a ‘total’ approach:

customer contact - ‘reach & richness’

technology as an enabler & accelerator

Information as a corporate resource

process not being the product - shorter decision making chains
trained and skilled customer focused teams

being an ‘intelligence led’ organisation

the Customer, customer, customer......
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Thank You for Your Attention
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