London Advice Conference – 6th July 2011
Workshop: Managing the customer journey

Notes from Group Exercise
1. What does a good customer experience mean to you?

· Getting advice

· Treated with respect

· Good communication

· Only having to talk about the problem/issues once

· Problem/Issues are understood and provider has checked details with you

· Getting things right first time
· Professionalism in service and approach

· Service has a ’human face’ to it, linked with enquiries viewed as important and things that matter
· Kept informed and knowing what’s going on, and feeling that you – as the customer – are in control 

· Having reassurance

· Getting support & understanding

· Trust & confidence in service provider

· Both provider and service are ‘fit for purpose’

· Hand-offs are minimal and always appropriate

· Accessibility, and across all channels as well as physical access to buildings

· Quality and highest possible standards of service

· Efficiency
· Speed / As short an ‘end-to-end’ time as possible for resolution/solution
· Positive steps following initial contact
· Having a favourable outcome
· Enabling outcomes – ie. what do the service providers say they can do or help with? How will it enable me now and in the future?
· Provided with a solution/resolution
2. What are the main issues facing your clients/customers in their journey for advice?

· Accessibility of services – out of hours / phone / email

· Literacy - and not just for those who don’t have English as their first language, but also for groups such travellers

· Access to certain channels, for some – or being more reliant on one channel
· Awareness of organisations – without money to spend on marketing, organisations have to find other ways of raising their profile

· Needing help to identify and/or prioritise problems or issues

· Cultural & language issues

· Various things can impact on the service and/or outcome, such as:

· Language barriers
· Physical access, especially for those who are housebound

· Expectations – sometimes linked to inadequate or poor information about the services available

· Continuity of service, including follow-up

· Poor fit between service & channel

· Poor quality advice

· DWP cited as being lacking in understanding, sympathy and responsiveness
· Lack of inter-connectedness across sector(s), service providers, partners

· Preventable failure in public admin systems

· Media generating fears

· People not knowing an organisation exists and can help them – until it’s too late. Particular issue with specialist advice and/or niche organisations

· Complexity/Multi-layered nature of problems – and not necessarily fitting service providers ‘boxes’

· Mis-information – or even too much information 

3. Using your answer for (1), what would you put in place to address these issues:

a) In the short term – ie. ‘quick wins’

b) In the medium or long term, with investment?

Short term:

· Set up an aggressive outreach programme

· Peer-to-peer education

· Ensure that the first contact is both a good experience and get things right for people from the start

· Knowledgeable / Experts

· Undertaking a user survey

· Doing a customer journey mapping exercise

· Joining up across the sector – seeking to avoid duplication of service and to complement rather than do the same

· Putting quality assurance processes in place

· Conducting an accessibility review

· Review of reception area to see if could be more welcoming or have different facilities (eg. internet access)
· Improving partnerships

· Training staff 

· Different opening hours

· Information on anticipated/predicted demand levels
· Undertaking preventative/proactive work – eg. making information available on the web, and as much as possible

· Providing step-by-step guides to increase understanding of (legal) processes

Medium/Long term:
· Improving website

· Providing telephone advice

· Marketing campaigns
· Undertaking an operational review
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