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Customer Services Unit (CSU) 

Customer Insight (CI) 

Evidence Based Decision  
Making (EBDM) 

Digital First & Channel Shift 

Web Services 

CRM 

“Through the Eyes of our Customers” 

Transition 

Baseline Performance 

OLA’s & KPI’s 

Layout 

CSU Structure 

IVR For Telephony 

Telephony Changes 

Flexible Working 

Face to Face ‘In Person Model’ 

Temporary Office 
Move from Civic Centre 

Housing Repairs 
Services Outsourced 

Self Services (Payments)  

 

3 Months 6 Months 9 Months 12 Months 

Establish Customer  
Insight Forum 

Establish Channel  
Shift Forum 

P1 – Initial Customer 
Insight (Experian) 

Establish Media 
Forum 

Planning 

Major Process  
Mapping 

CRM Initial Installation 

CRM base Population (Entities) 

CRM Knowledge Management 

CRM Base Customer Insight 

 

 

 
Appoint CI Officer 

P2 – Deeper 2nd Insight  
View 

Draft CI Strategy 

Identified additional  
valuable Data  

Initial CRM Data Observatory 

On-going Customer Insight 

Initial Digital First 
Strategy 

Initial Digital First Model 

Media 
Forum Media 

Forum 
Media 
Forum 

Media 
Forum 

Digital First Strategy 

 

 

Gathering Internal & External Data 
Valuable data clean up 

Gather Voluntary & Partner 
Valuable data 

Member briefing on 
Evidence skills 

MDM Review, Policies 
Governance & Architecture 

Service Appraisals 
- GIS / OCR & EDRMS 

Establish EBDM Groups 

On-going Customer  
Data GAP Analysis 

Milestone                   Activities 

Establish current Web  
Services  initiatives  

Baseline Current  
Web site Statistics 

Establish potential 
Current Quick Wins 

Web Services Review 
Web Services  
Recommendations 

Evolving Web Services Roadmap 
Aligned to Digital First Draft Strategy 

Web Services  
Roadmap 

Evolving CRM 


