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Customer Services 

First point of Contact for Somerset Council – Resolution at FPOC - ask any question

Telephony, Face to Face, Virtual agents, email, SMS and Social Media (FB, webchat)

Customer Champion – challenge practice, celebrate and share good

243+ staff across 5 main hubs: County Hall, Petters Way, Deane House, Bridgwater House and Shape Mendip

Lifeline and Out of Hours

Person centred conversations – promoting independence and enabling self-serve – reduce demand for ASC by over 60%

Customer Complaints and feedback

Customer Culture and Standards

Digital Customer Programme

Customer Panel 



LGR journey & Success

Customer Strategy, 
Promise & 
Standards

Welcome BOT
Single Telephone 

Number
Single Telephony 

infrastructure

Customer Panel
19 Face to Face 

Customer Access 
Points in each LCN

Learning Hub
Single Complaints 

policy

Transfer of 
Customer Services 

from Capita



Calls to 0300 
123 2224
Welcome 

Message & 
GDPR

Please tell us 
why you are 

calling

Tell us where 
you liveBot identifies area 

based service

Bot identifies central 
/ shared service

Bot cannot identify 
service ‘No intent’

Delivers to appropriate 
area queue

Delivers to relevant 
queue

Delivers to Triage Team

Welcome Bot - The Customer journey

Includes seamlessly 
moving customers to the 
outsourced Mendip Revs 
& Bens

May ask confirmation 
question or other 
questions depending 
on query

Won’t keep asking the 
customer if doesn’t 
understand. Put 
through to a person



Queues behind the scenes

65 queues

Simple for the customer – the Bot is getting the customer to the right queue (advisor with the right skills and 

system access), without the confusion of multiple layers of menu options (IVR)

As Services transition/transform to single systems/processes, we will have less queues and have a pool of 

staff working across more areas 



Volumes and Performance – June 2023

o 66,978 calls received

o 74% resolved at first point of contact

o 2 mins 22 secs average wait (waiting times in 
queues vary) 

o 3.5% Service Failure demand  
o 5857  automated payments
o 2823 payments through advisors

o 95% resolved at first point of contact

o 4,096 customer surveys completed

o 83% satisfaction
Welcome BOT
❖ 85% to the right place

❖ Remaining 15% - Staff triaged in 7-12 seconds

• BOT did not recognise the service 

• Customer went silent 

• Customer asked to speak to particular person 

o 470 social media enquiries answered

o 741 website Contact Us forms received 

o 5,000+ visitors



Awards - Somerset Council Winners  

Genesys 2023 International Award 
for Innovation 

2023 South West Forum 
Best Transformation



What is the

customer panel?

The panel consists of.. 

Members of 

the public

All of which volunteer to provide feedback 

about the new Somerset Council and its 

services.

Businesses

Local interest 

groups

Service 

providers

Panel members are asked to..

Attend 

focus 

groups

Attend 

interviews

Complete 

surveys
Assist with 

tests

Current members..

420+



What has the customer 

panel been used for?

1 Website User 

Testing

2 Customer 

Strategy

3 Face-to-face 

branding

Panel members were used to 

successfully test the new Somerset 

website, where they provided 

invaluable feedback

The new customer strategy, 

promise, and standards were all 

shaped with help from panel 

members attending focus groups

Focus groups allowed panel 

members to assist the face-to-face 

LGR workstream in deciding on 

branding for the new customer 

access/service points

Customer Strategy 
(somerset.gov.uk)

Our Locations 
(somerset.gov.uk)

Somerset Council

https://www.somerset.gov.uk/council-and-democracy/customer-strategy/
https://www.somerset.gov.uk/council-and-democracy/customer-strategy/
https://www.somerset.gov.uk/contact-us/find-us/our-locations/
https://www.somerset.gov.uk/contact-us/find-us/our-locations/
https://www.somerset.gov.uk/


What are the benefits of using 

the customer panel?

Gain access to 

a wide range of 

perspectives 

on a variety of 

topics

Recognise and 

improve on best 

practice

Target your 

engagement to 

specific 

demographics

Talk to 

customers via 

interviews, 

focus groups, 

surveys, etc.

Gain 

invaluable, 

honest, and 

constructive 

feedback 

Help create a 

better 

Somerset for 

everyone!

Challenge 

popular beliefs
Inform 

policymaking 

decisions

Develop 

empathy for 

end users

Webpage

Our customer panel 
(somerset.gov.uk)

Volunteer 
Online

Our customer panel (Sign up)

Contacts

Gareth Denslow
Melissa Webb

https://www.somerset.gov.uk/our-customer-panel/
https://www.somerset.gov.uk/our-customer-panel/
https://assemblevolunteers.somerset.gov.uk/opportunities/41240-customer-panel-online-and-in-person-opportunities-available-2022-12-21
mailto:gareth.denslow@somerset.gov.uk
mailto:melissa.webb@somerset.gov.uk


Customer Promise and Standards

Supporting the Customer Strategy, the Customer Promise and Standards 
were developed to ensure our customers are clear about what they 
should expect from the Council, through each of our contact channels.

Next Steps

• Report performance to our customers, every quarter. Finalising an 
Infographic to be published in August.  

• Implementation Plan for the Customer Strategy.  Refine and the 
Customer Promise and Standards in year 1 - with our customers, 
members, services and stakeholders.

• Develop Operational Level Agreements with services to ensure 
customer focussed delivery and building a customer focussed 
culture across the Council.

https://somersetcc.sharepoint.com/sites/Intranet-LGRStaffReadiness/Staff%20readiness%20document%20library/Forms/AllItems.aspx?id=%2Fsites%2FIntranet%2DLGRStaffReadiness%2FStaff%20readiness%20document%20library%2FSomerset%20Council%20%2D%20Customer%20Strategy%2Epdf&parent=%2Fsites%2FIntranet%2DLGRStaffReadiness%2FStaff%20readiness%20document%20library&p=true&ga=1
https://somersetcc.sharepoint.com/sites/Intranet-LGRStaffReadiness/Staff%20readiness%20document%20library/Forms/AllItems.aspx?id=%2Fsites%2FIntranet%2DLGRStaffReadiness%2FStaff%20readiness%20document%20library%2FSomerset%20Council%20%2D%20Customer%20Promise%2Epdf&parent=%2Fsites%2FIntranet%2DLGRStaffReadiness%2FStaff%20readiness%20document%20library&p=true&ga=1
https://somersetcc.sharepoint.com/sites/Intranet-LGRStaffReadiness/Staff%20readiness%20document%20library/Forms/AllItems.aspx?id=%2Fsites%2FIntranet%2DLGRStaffReadiness%2FStaff%20readiness%20document%20library%2FSomerset%20Council%20%E2%80%93%20Our%20Customer%20Service%20Standards%2Epdf&parent=%2Fsites%2FIntranet%2DLGRStaffReadiness%2FStaff%20readiness%20document%20library&p=true&ga=1


Customer Experience

Complaints Performance May-23 Apr-23 Jun-23

Number Received 286 326 375

Percentage answered in 10 working days 56% 57% 62%

Number Stage 2 escalations 17 36 3

Number Ombudsman escalations 18 9 5

Member casework cases 65 77 30

➢ Central team who manage the complaints process on behalf of the council. 

➢ Somerset Council Complaints policy. 2 ‘local’ stages (3 for some CSC 
complaints) and the option for escalation to the Ombudsman if local 

resolution cannot be achieved.  

➢ Single corporate iCase system for recording and case managing feedback

➢ Assist members supporting their constituents with complaints. 

➢ Review and analyse complaints, comments, compliments and adjudications 

to better understand overall performance & identify opportunities for 
improvement.



Face to Face services

• Dedicated Somerset Council Customer Services 

staff

• 5000+ Face to Face interactions since vesting 

day 

• Resolve 95% of customer face to face enquiries 

regardless of which location they visited.

• Assisted digital access via Attend anywhere

• 7 New Customer access points introduced for 

Vesting day alongside the existing 12 aligned to 

the LCN areas

• Slow start to the use of our Customer Access 

Points by customers. Promotion being planned.

• Simple model being rolled out to all libraries and 

exploring partnership spaces.



Somerset Lifeline 13,000+ Lifeline connections

One Somerset Lifeline Website

One Somerset Lifeline Virtual Call Centre

300,000+ calls received per year

3000+ Emergency Call Outs
Emergency response system offering 24-
hour, 7 days a week service.   

Offer peace of mind to help older, frail or 

disabled people to live independently in their 

own home.

At the touch of a button our customers 
are connected to our team in the contact 

centre. 

Customer Needs are assessed:

Reassurance, contact a keyholder,  dispatch 
Emergency Response Team or calling the 

Emergency services.

Somerset Lifeline Performance May-23 Apr-23

Calls Received 24,734 22,591

Calls answered within 60 seconds 95.9% 96.7%

Installations 161 204

Emergency Response \Call Outs 273 275



Opportunities & Challenges
Champion good Customer Service  – for the whole organisation

➢ Challenging areas where we can improve Customer Service by doing deep dives 
➢ To have a conversation about the rich data that we collect at the front door to seek improvement 
➢ To reduce service failure demand and avoid the avoidable
➢ To establish better mechanisms to learn from customer complaints  
➢ Use of the Customer panel

Resolving more at the Front door
➢ Only as good as the information provided  
➢ Opportunity to rationalise – rethink processes, systems, where the front door hands over to the service
➢ Opportunity to rethink if services need their own telephony, helpline or receptions 
➢ Review of Out of Hours 

Review Face to Face Customer Service points
➢ Creating Customer Hubs with other services – Petters Way in Yeovil and Provision in Taunton 
➢ Exploring models of locality delivery with LCN’s and key partners such as Citizens Advice 
➢ Rethink with services how we deal with customers at the physical front door – consistent, clear pathway for customers
➢ Extend the use of Attend Anywhere virtual agent.  Ability to connect customers in a dynamic working arrangement

Digital Customer 
➢ Digital Customer Programme – Report a fault on the highway
➢ Transition activities
➢ Transformation activities – BOT AI developments,  Customer Engagement Platform 



Questions….
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