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ABOUT WOKINGHAM BOROUGH & OUR CUSTOMERS  

Wokingham Borough Council lies at the centre of a strong regional economy and has a generally 

healthy, wealthy and well educated population, with small areas of deprivation representing around 

11% of the total population. The population has, in recent years, grown from 153,800 in 2006 to 

154,380 in 2011.  Current projections show that the population will continue to rise to around 

162,300 by 2029. The average age of the population is 39 with the largest group being those aged 36 

to 45. There are many young people under 18 and the over 70’s make up 10% of residents.   

An increasing population means we are likely to see increases in demand for Council services in the 

years ahead. However, we remain the lowest funded unitary authority in England.  

Our mission is to provide services for our residents and third party customers, which are high quality 

and value for money, whilst being the best in class, living within our means and  delivering an excel-

lent customer experience.   

It is essential that every one of us working for the Council, regardless of the role, remember at all 

times that we are a customer service organisation. It is the responsibility of us all to focus our efforts 

on resolving customer/resident issues and making it easier for them to get the help and information 

they need. Customer service is not only about accessing services, digital service delivery and the cus-

tomer service centre: it is about what all of us do, every day, and must be a priority for us all. 
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VISION 

Part of the wider Council vision is improving the customer experience when 

accessing Council services, and this strategy sets out how we will  provide a 

responsive, flexible, accessible and consistent service to  our residents and   

customers, whilst giving them the confidence that  their council tax is being 

spent wisely. 

To achieve this, we aim to put delivering high value service at the heart of   

everything we do, by making sure that: 

 Every interaction with residents and customers will be the very best    

experience we can make it. We will continuously improve our staff             

performance, the tools we use and the processes for each area of service 

delivery so we improve satisfaction and drive out inefficiencies 

 Where possible, every request or issue will be resolved at first point of 

contact by systems and staff capable, empowered and supported 

 Residents and customers will be able to access services and monitor   

progress 24/7 via excellent internet facilities and by service updates sent 

to them 

 We will encourage the use of internet and telephone services but we will 

ensure other contact and service channels for residents and customers are 

also of a high standard and available to all 

 We will measure ourselves better so we can improve our understanding of 

how services are performing, keep attuned to and up with resident and 

customer needs to take action promptly  

 

 We will make sure Councillors, as the democratic representatives of    

residents, have access to information about service delivery in their Ward 

and across the Council so they can work alongside Council staff in serving 

the community of Wokingham Borough, ensuring that we are one team 

focussing on the residents 

PRINCIPLES 

We will follow a core set of principles throughout the programme: 

 Driven by the experience of people in the Wokingham Borough using our 

services (residents, customers, visitors & businesses) 

 Bias for action - ownership of service delivery & acting quickly to change  

 Never stop looking to improve  

 Proud of what we do well 

 

 

 



WHY IS IT IMPORTANT? 

The Council’s relationship with residents and customers coupled with their experience when dealing with us is very             

important. If service delivery is right, we will be assured support and loyalty, whilst also delivering value to them as tax       

payers.  

High levels of internet use across the Borough, and general expectations of accessing public services online, show that        

consumer habits are changing.  They expect to be able to access services and information at a time and place which suits 

them.  It is important that as a Council we keep up to date with consumer trends and offer a choice of channels for residents 

and customers to use.   

Monitoring the cost of delivering services is also important. We need to make sure that we are serving our residents and   

customers  in the most cost efficient way. 

These changes mean we should take a fresh look and confirm how we serve our residents, customers and                   

communities.   

WHO ARE OUR  RESIDENTS AND CUSTOMERS? 

We define ‘customers’ as residents, service users, businesses, towns and parishes and visitors to the Wokingham       

Borough who use the services we provide; including pupils, parents and carers served by our schools.  

Our customers have varying types of contact with us, some of these are: 

 Statutory: e.g. a requirement to keep our vulnerable adults and children safe 

 Transactions: e.g. registering a birth, reporting a problem or paying a bill 

 Interactions: e.g. obtaining advice, public consultations 

 Information provision: e.g. leaflets, web pages, promotional information  

 Other Council Departments: e.g. service departments using assets 

 

We will look to create the right service channels, for each type of contact. 

  

 

 

 

 

 



WHERE ARE WE NOW: DELIVERY CHANNELS 

      Face to face services: we receive around 5,000 visitors to our main office in Shute End every month . Some of these are 

dealt with at the main reception, but a large proportion of these are redirected to other areas within the Council.  The 

actual figure of unique visitors, is likely to be lower.  We expect this number to decline as people increasingly use other 

channels, but we realise this is still a very important channel.  

 Telephone: we receive around 21,000 calls to our Customer Service Centre every month and this is a popular way of 

contacting the Council. We aim to deal with customers as efficiently as possible, but we are not always able to            

completely deal with everything on the first call, and where this is possible, we would like to. We expect telephone    

enquiries will continue to be important over the coming years but may decline if internet services are developed, as 

these are available 24/7 and growing more popular.  

 Internet: we offer many services over the internet. However we recognise that we could offer more using this route, as 

it is convenient and useful for a growing number of people. We currently received an average of 70,000 visitors to our 

website each month.  Some visitors want to find out information, and some want to transact. At the moment we do not 

have the ability for customer to resolve every common matter or request by just one visit to the website and in this way 

our services could be better.  

 E-mail, social media and text messages:  we receive a small number of customer requests through Twitter, and          

Facebook and a larger number through e-mail. Those we do receive cannot be processed as easily as forms on the     

website as we do not always get all of the information we need to respond to the request but we recognise this is a    

likely route through which some people will contact us. Text messages, e-mail and Facebook are excellent ways of us 

getting information to residents and customers in some circumstances so they do not need to ask for that information.   

 Mobile Technology is increasingly important and we recognise our internet site does not display well on smartphones 

and other small screens.   

   



WHERE ARE WE NOW: TRENDS 
 

 

Use of the internet and use of mobile technology are the fastest growing trends in customer service.  According to 

the Office of National Statistics, the highest internet users are between the ages of 16 and 44, (97-98%) with only  a 

reduced number, (between 80-90%) over the age of 44. Currently, over half of Wokingham Borough’s population are 

under the age of 50.  

 

There is also a relationship between ownership of new technology and household income. Wokingham Borough is 

currently the 4th highest income earning area in the country and many households are likely to have internet access. 

 

Using smart phones to connect to the internet is not just an increasing trend across the Wokingham Borough. A   

recent digital survey commissioned by the Cabinet Office showed that 56% of those surveyed owned a smart phone, 

and 54% of those used it to connect to the internet.   

 

These facts show that the Wokingham Borough is likely to be an area in which residents and visitors will want to  

access internet services. This is not limited by age as the example below shows.  

  

  

  

  

 
  

 

 

 

Recently we gave our customers aged over 60 and 65 the option to renew their bus passes online. 96% of people 

chose to re-new in this way. We recognise times are changing and we can adapt and improve, by developing 

popular ways of accessing services better. 



The process of developing and implementing this strategy will be guided by our understanding of customer needs. 

We will develop detailed understanding of their preferences and their views across all of our services, by promoting a 

culture where we continually measure and share information. 

Our approach to this will focus on 4 important areas: 

 Understanding the profile of customers: age, preference, ability to access services and other factors 

 Understanding our customer metrics: What services we are providing including volumes, when are we providing 

them, how are we providing them and where we are providing them 

 Delivery channels: The effectiveness of current delivery channels that are available to use, as well as those that 

may be available in future 

 Internal and external changes : We will remain flexible to possible changes that may have an impact on service 

provision and delivery such as changes in legislation, and Government directives  

  

We also recognise that much of our work is linked to that of our partners in areas like health and policing. We and our 

partners aspire to deliver high quality services for our customers. It is imperative that we work together across our 

organisations so that customers experience seamless, high quality public services irrespective of who is delivering 

them.  

 

 

 

OUR APPROACH TO CHANGE 



 

 

KEY PRINCIPLES WE WILL FOLLOW 

Customer  Services tailored around customer groups and needs  

 Giving customers a choice of contact channels  

 Understanding more about our customers - Building customer insight 

 Offering joined up services with partners wherever possible  

 Giving customers the ability to serve themselves quickly 24/7  

 Making sure those without internet access not disadvantaged  

 

Business Processes 

 Maximising first time resolution for our customers    

 Simplifying and standardising our  internal processes — ’one and done’  

 Sharing information more effectively across the organisation and with our partners to improve customer services  

 Designing services for web use that are also accessible by other channels  

Technology  Having great  solutions that  are easy to use  

 Using information to report on areas so that we can make improvements now, and inform strategic planning for the future  

 Using reporting to quickly  spot and  correct poor service  

Cost effective  Providing cost effective  access to services  

 

Learning and Growth 

 Developing people who are ‘fanatical’ about providing good customer service  

 Little steps 

 Building staff capacity, capability & resilience  to offer seamless services during disasters or emergencies 

 Being led by Customer Insight  - our knowledge 

 Integrating with other improvement strategies across the Council  

 Ensuring  continuous and performance improvement  

 Exploiting and optimising the technology we have in accordance with the business need  



 

THE OUTCOMES WE WILL SEE 

This strategy will lead to the following outcomes: 

 



 
The work in delivering this strategy involves everyone across the Council, and together as one 

team, we will work hard to make sure that the outcomes are seen as a result. 

Whilst everyone has a part to play, there will be a programme of work, and robust               

governance, that will oversee and support it. Staff will be pivotal to this and will be heavily 

involved in the detailed service reviews,  aligned with the scheduled programme of work.  

There will be project delivery and planning teams, with an overarching programme board, 

whose members are senior contributors.  Input will also be given from our Councillors. 

There are people, process and technology implications in delivering on this plan.  We will align 

all activities, and work with other project teams, to go about tasks;  

People Strategy, Lean Programme, Digital Strategy 

An action plan will be managed by the Head of Customer Services and IMT. This plan will 

change from time to time and its delivery will be overseen by the Council’s Chief Executive, 

Director of Resources, senior leadership team and Councillors. 

 

 

 

 

 

 

   

HOW WE WILL SHARE THE WORK AND GO ABOUT THE TASK 



HOW WILL WE MEASURE 

We will  use a wide range of ways to measure our achievements: 

 Each individual transaction will be measured and analysed 

 Customer satisfaction surveys gathered across all services if transactional measurement is          

inadequate 

 Follow up calls with customers after they have transacted / interacted with the Council 

 Detailed information gathered through customer contact centre systems 

 Website reporting information including online transactions completed 

 Creating small work groups of all the staff involved within a transaction set, to   

analyse the transaction data, set improvement programmes and propose countermeasures to failure modes 

 Customer consultations 

 Staff consultations 

 Monitoring customer complaints and compliments 

 Research and benchmarking against other local authorities 

  

WHAT WILL WE MEASURE 

 

There are 5 key areas that we will continually measure to make sure that we are continually        

improving the customer experience:  

 

 Customer Access – our services can be accessed easily and are clear, simple and easy to use.  

 Timeliness – we respond quickly to the initial customer contact and deal with it at first point of 

contact if possible without passing it on between staff 

 Information - the information given out to customers is accurate, fit for purpose and they are 

kept informed about progress 

 Skills and ability - staff are continually developing  and improving their customer service skills  

 Staff attitude - staff are friendly, polite and empathetic to customers‟ needs  



 

TIMESCALES 

Whilst this is a 5 year strategy, there will be significant delivery in the first 2 years.  Throughout the programme we will work to change our culture and mind-sets 

around how we can continually improve our service delivery. 
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