Appendix 1 — Customer Blueprint
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CONTALCT THEMES

THEMES

TANDARD THEMES ORG

Contact Centre

1 carporate contact centrs {telephone, email
correspondance]

Level 1 suppart |switchbaard, triage. signposting,
simple queries)

Level 2 suppart |specialist advice)

One telephone numberfemail inhox

Caters for put of hoursemergency

@ Technology Enhancement

Create one single carporate CRM
Ratinalise IT systems

* Frontand back end system integration

o Imeest in self Lerve apportunities

+ Litilise applications where applicable
Rermave affling spreadshests databases

@ Website/ Applications

Streamilined wehsite
Casy to use/navigate

»  Caters for all customers.

= Signpasted content/departments
Iabile readyfcampatible) use of Apps
Links Far existing portals &g, Members

Data and Customer
Insight

«  Enhanced guality of data

*  Remdawe ﬁ.lpﬁtﬂ!inn

»  Casier to extract and I'rﬂrﬁ)l.ﬂﬂ!
« Grester analytics and insight

« Identify lessans learmed

* Use bo imprave perfarmance

@ Digital First

Identify services for digital defvery
InErease self sarve appartunities

Drve channel shift

Front and back end system integration
Erahle new ways of working for admin

2+

Clinies/kiasks in salected facilities

Aceessibility and indusion for all

Consistent telephane support

Education; training far cLstomers on nesw ways
af werking

C ation

Assisted Digital

EAE strategy

% Multi Channel Approach

= Multi channel appraach

= Adhering to digital first principle
= Greater uss of digital services

«  Rastricted face to face support

= Higher quality af wehsite content
= Higher quality telephony service

L Social Media

= Consistent approachf Corparate Spansar

= Streamlined approvals for content

= Effective resourcing

= Tailoring messages to customers based an
greater insight

Marketing,
Communication

Focused and targeted marketing
Procmate new channelifsarvices
Promiate custamer visian/standards
internalfeternal to the anganisation
Communication/engagement plan

° —

Identify pracesses for redesign
Improved ways of working

Efficiency and productivity gains
Drganisation transfarmatian/changs

@ Area Based Services

= Align to ‘service integration’ project

«  Hominated contsct person per area

= Area field staff advecate for customer Develog
Expertise based on area

Culture and
Change
MManagement
*  Integration with change prog
«  Identify org changs requiremants
«  Staff training in visian
= Staff training in new systems

= Staff training in processes




