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Who are our customers?

KCC'’s holistic transformation plan ‘Facing the Challenge’ places a heavy importance
on the role of the customer as we move towards a commissioning authority delivery
model: -

“By 2020, all KCC services will have a greater customer focus with services
organised around the needs of service users and residents”.

Facing the Challenge also sets out the direction of travel for our changing
relationship with the customer in a commissioning authority. A clear shift of focus is
described, from improving our services through our historic understanding of
customer experience to a more fundamental understanding of service user needs,
and actively engaging customers in design and delivery of services.

KCC provides a wide range of essential public services to a diverse range of people.
The relationship we have with customers varies greatly depending on a number of
factors, and individuals will very often have different relationships with different
services. Often there are varying levels of need, complexity, risk, and need for
personalisation, alongside varying levels of contact with KCC and its service
providers.

Various terms and language are used to describe our customers. One size does not
fit all — however it is possible to describe three broad groupings as below

“Service User”
Customer by choice
Ad hoc users of “Client”
“Residents & transactional services Customer by need
Business” ) mu_ltiple, complex,
All Taxpayers intensive and/or statutory
Users of universal services services and interventions
e.g. infre e.g._moderate contact, ! e.g. high levels of contact,
Onal requirement ‘ requirement to transact, i often face-to-face, locally
to enquire regarding i support sometimes required ; provided, high levels of
services | | support required

Risk, Need, Complexity, personalisation ...

The term ‘customer’ is used as a generic description for all, however it is recognised
that delivery strategies for each of these customer groups may by necessity differ
and will require differing commissioning approaches. People may also move
between these groups at different points in their lives, depending on a range of
factors and influences.
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The customer service policy describes KCC’s overarching commitment to customers,
and is underpinned by three core principles which should be applied across the
board when delivering services to customers. Commissioners must ensure that this
policy and its embedded principles are adopted throughout the supply chain and
across the differing customer groups described.

This Policy will be facilitated through the Commissioning Framework, enabling KCC
to hold to account all service providers for meeting customer service expectations
whilst acting as a guarantor of standards for customers and acting on their behalf
where customer service principles and standards are not met.

Principle 1: Delivering Quality

As KCC moves to become a strategic commissioner of services, there will
increasingly be a mixed economy of service providers. Providers will be required to
meet prescribed levels of service across various channels with consistent quality and
standards.

¢ a set of minimum operational service standards will be developed for each
service in line with the customer groupings described and the principles within
this policy

e customer service expectations and mechanisms by which these will be
monitored and upheld must be ‘front and centre’ in all commissioning activity

¢ commissioners will be required to ensure adherence to the customer service
policy throughout the supply chain

Principle 2: Customer Focused Services

KCC will ensure that its customers can access its services in the way they require
and in the most flexible form so that convenience is maximised and efficiency and
best value driven through on behalf of Kent’s taxpayers.

o services will be ‘digital by design’

e service provision will be inclusive and responsive to customer need

e commissioners and providers will be expected to demonstrate how digital
delivery is incorporated into service design, and how other channels will be
used in support of the service and in line with this policy

Principle 3: Intelligent Commissioning

KCC requires all services to collect and feed back a range of customer data and
intelligence in order to inform its commissioning and to ensure that all services are
fully aligned to customer needs.

¢ we will develop a deep understanding of our customers, their needs and how
and why they access our services
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commissioners and service providers will be required to collect qualitative and
quantitative information about our customers and use this intelligently to
improve services

customers must be involved in service design and operation. We will require
all commissioners and providers to demonstrate how this is being achieved
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KCC’s Commitment to Customers
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KCC values and owns the customer relationship regardless of how services are
delivered.
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KCC will ensure that customers can access its services in a range of ways, ensuring
that value for money and flexibility are prioritised across all services
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KCC will strive to continuously improve services through engaging and learning from
our customers
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