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1. Summary / Background

1.1.

1.2.

This report introduces four customer focussed products which
have been developed in preparation for vesting day of the new Council.  

Following consideration by the LGR Implementation Board, the Executive
is being asked to approve these products.

The Customer Strategy (see Appendix A) outlines the Council's
strategic vision for customer access.  Complimenting the Strategy are the
corporate Customer Promise and Customer Standards (Appendices B and C)
which have been developed to ensure customers are clear about what they
should expect from the Council when they contact us through a variety of
contact channels. The development and publication of these interim
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standards demonstrate best practice and a clear commitment to our 
customers, as other newly formed Unitary authorities have not had 
standards in place for day one. Within the Customer Strategy there is a 
commitment to review these standards within the first year, with our 
customers.

In addition to Customer Standards (Appendix C), Service Standards have 
been developed, for specific operational services delivered to customers by 
the existing councils in Somerset, and are set out in Appendix D. Many of 
these standards will remain unchanged at vesting day for each council area, 
but in some areas some alignment has been possible to provide a 
Somerset-wide approach when the new Somerset Council comes into being. 
Links are provided in Appendix D to details for each service area. This report 
sets out how the standards have been developed by the various services 
and used to help consider options for the new Somerset council budget. 

2. Recommendations 

2.1. It is recommended that the Executive:

(i) Approve the draft Customer Strategy, Customer Promise and 
Customer Standards.

(ii) Approve the baseline Service Standards in Appendix D.
(iii) Delegate authority to make any consequential amendments to 

these service standards following approval of the 2023/24 Budget 
for Somerset Council, to the Lead Director for Economic and 
Community Infrastructure and Director of Commissioning.

(iv) Delegate authority to publish and communicate (ii) and (iii) as 
Interim Service Standards for vesting day, to the Lead Director for 
Economic and Community Infrastructure and Director of 
Commissioning.

3. Reasons for recommendations

3.1 Approaches to customer access have been managed independently across     
the five councils. We recognise that demand for our services is increasing along 
with the expectations of greater access, ease of use and quality of customer 
service. So, there is now a need to ensure that, from the outset, the new council 
sets a vision and plan to meet these demands and expectations.

3.2 Knowledge and understanding of operational service standards will help inform 



decisions on the Medium-Term Financial Plan and inform the public of the 
standard of service they can expect from vesting day.

4. Other options considered

4.1. No further options have been considered. Each of the products have been 
prioritised as a 'must have' for vesting day, to help customers, communities 
and staff understand the Councils vision and day one operational standards.

Within each service area alternatives for alignment or differentiation of 
service have been considered and are summarised in the service standard 
templates (Appendix D).

5. Links to County Vision, Business Plan and Medium-Term Financial Strategy

5.1. The Customer Strategy provides the vision and strategic direction for the 
design and delivery of customer service within the Council. Whilst the 
Strategy does not include detailed costings it will need to be funded within 
the Medium-Term Financial Plan.

5.2. Service Standards have helped with evaluation of savings options for the 
Medium-Term Financial Plan.   

6. Consultations and co-production

6.1. Internal consultation on developing the draft Customer Strategy, Customer 
Promise and Customer Standards has been undertaken with:

 Customer, Digital and Website Workstreams – various engagement 
throughout product development.

 Service Alignment Workstream - various engagement throughout 
product development.

 Customer, Communities and Partnerships Board – approach 
endorsed 16/11/2022

Service Standards have been developed and co-produced by sub-
workstreams comprising staff members from all councils, contractors, and 
other organisations.  In addition, all customer documents above, including 
service standards, have been considered by the Fortnightly LGR workshops 
and LGR Programme Board.  

6.2. Five focus group sessions have been held with a total of 42 members of 



Somerset Councils Customer Panel to test and obtain feedback about the 
customer principles, with amendments incorporated into the documents.

7. Financial and Risk Implications

7.1. There are no direct financial implications from these recommendations. 
Without the Service Standards however there is a risk of Medium-Term 
Financial Planning decisions being made in absence of understanding of 
impact on service delivery, and risk of lack of clarity on levels of service in 
different areas from day one.

7.2. There are no specific risks arising from these recommendations however 
failure to deliver against these products could cause reputational harm. This 
will be managed through consistent performance reporting and corrective 
management actions as set out in the Council's Performance Management 
Framework.

Likelihood 3 Impact 3 Risk Score 9

8. Legal and HR Implications 

8.1. There are no direct legal or HR implications to the recommendations being 
accepted.

9. Other Implications 

9.1. There are no implications arising directly from this report relating to:

 Community Safety
 Sustainability
 Health and Safety
 Health and Wellbeing
 Social Value 

As part of future service alignment, if service standards change, the full 
range of other implications will need to be considered on a service-by-
service basis.



An Equalities Impact Assessment has been completed and appended to this 
report, this details actions needed to ensure that protected groups are not 
negatively impacted by the endorsement and implementation of the 
products presented in this report.

10.Scrutiny comments / recommendations:

10.1. The Customer Strategy and Service Standards were presented to the LGR 
Joint Scrutiny Committee on the 19th January 2023. 

The following comments have been noted prior to the minutes being 
published.

 LGR Joint Scrutiny were interested in feedback loops: the quality and 
information to customers and links to digital approaches.

 The Customer Standards commits to a 1-day e-mail acknowledgement 
but 10 days for a full written response. This suggests a differential in 
service provision.

 Concern was expressed around the ability to read all messages received 
via social media and the benefits of doing so.

 Joint Scrutiny asked about the definition and the usefulness of the term 
‘Customer’.

 Be mindful of the language used and review the documents presented.

 Service standards templates should be amended to integrate links to 
service web pages and other useful information about that service.

11. Background 

11.1. The background to the Customer Strategy, Promise and Standards is set out 
in Appendix E.

11.2. The background to Service Standards is set out in Appendix D.

12.Background Papers

12.1.  Appendix A – Draft Customer Strategy



 Appendix B – Draft Customer Promise
 Appendix C – Draft Customer Standards
 Appendix D – Baseline Service Standards
 Appendix E – Background – Customer Strategy
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Somerset Equality Impact Assessment
Before completing this EIA, please ensure you have read the EIA guidance notes – available from your Equality Officer

Version 2.0 Date 22nd December 2022

Description of what is being impact assessed

Customer Strategy – the vision and approach to customer service for the new Somerset Council.

Customer Charter and Standards – set out our approach to customer service and what our customers can expect.

Customer Excellence Model – reflect the principles in our charter and strategy.

Service Standards - developed for operational services delivered to customers by the existing councils in Somerset. 

Implementation of a new Customer Strategy and Charter for the new Somerset Council, underpinned by an ambition to achieve the Customer Service 
Excellence standard. The development of the strategy has been informed by an analysis of existing Strategy’s across each authority and a series of 
workshops with Customer Service managers, customers (through the Customer Panel) and engagement with the wider Customers, Communities and 
Partnerships workstream and service alignment.

Service Standards have been developed by sub-workstream leads who have worked with their staff members from all councils, contractors, and other 
organisations.

Evidence

What data/information have you used to assess how this policy/service might impact on protected groups? Sources such as the 



Office of National Statistics, Somerset Intelligence Partnership, Somerset’s Joint Strategic Needs Analysis (JSNA), Staff and/ or area 
profiles,, should be detailed here

A broad analysis of data from the Somerset Intelligence Partnership has informed our approach and understanding to ensure that the 
products consider impacts on protected groups. The 2021 Census data is yet to be released in its entirety, therefore the data obtained is 
mostly using 2011 data.

A summary of the data identifies:

The population of Somerset has increased by 7.8 % since 2011 – this is higher than the increase experienced within England and 
Wales of 6.3%.

Total population 571,600 100.0%
Live in rural area 269,868 48.0%

 

Misc.

   

Analysis by Protected Groups

Race and Ethnicity - 94.6% of Somerset’s population are ‘White British’. This proportion is typical of that seen in Somerset’s 
neighbouring local authorities but much higher than the England and Wales average (80.5%). Somerset’s non- ‘White British’ 
residents tend to be concentrated in and around the county’s principal towns.

Age - There has been more than a 50% increase in the number of people aged 70-74 and there are a third more people aged 90 or over. The rise in 
the number of people in the mid-20s to mid-30s is also noticeable with a nearly 30% increase in the number of people aged 30-34. Three quarters 
of the population growth between 2011 and 2021 was in the 65+ age range.

Disability - 5.1% of the Somerset population (26,945 people) have described their health as bad or very bad. This is in line with the Southwest 
average and slightly below the figure for England and Wales (5.6%).

There are nearly 9,000 households (3.9% of all households in Somerset) containing at least one adult with a long-term disability or health condition 
and dependent children. Bridgwater’s Sydenham and Hamp areas contained notable concentrations of such households

At 14.7 per 1000 usual residents, Taunton Deane had one of the highest proportions in the country of people living in a medical or care communal 
establishment.

One in nine people, or just over 58,000, said they provided unpaid care to a friend or relative. This is approximately 8,000 more 
than the number identified in 2001.

Religion - In line with the national trend, the proportion of Somerset people saying they were Christian has dropped sharply since 
2001, from 76.7% to 64.0%. This is still one of the highest figures in the Southwest region. 

Christian prevalence is relatively high in rural or suburban areas such as Exmoor, Bridgwater Wyndham ward and the south-eastern 
corner of Somerset. The proportion claiming no religious affiliation rose from 14.9% to 26.6%. 

Although overall numbers were relatively small, there were substantial increases in the number of Buddhist, Muslim, and Hindu 
people in Somerset in the last decade. Somerset has a high proportion of the population affiliated to one of the other religions, 
relative to the national average. This is true of all five districts in the county.

White British 531,865 94.6%
Black & Ethnic Minority 11,245 2.0%
Polish 5,622 1.0%
German 2,249 0.4%
Irish 2,249 0.4%
South African 2,249 0.4%

Ethnicity

Portuguese 965 0.2%

South Somerset 168,350 29.9%
West & Taunton 155,120 27.6%
Sedgemoor 123,180 21.9%

Location

Mendip 115,590 20.6%

Heterosexual 535,238 95.2%
Gay/Lesbian 5,060 0.9%
Bisexual 6,184 1.1%
Other 2,249 0.4%

Sexual orientation

Don’t Know 13,493 2.4%
Have long-term 
condition/disability 105,698 18.8%

Disability

No disability 456,527 81.2%

Mendip 19 0.0034%
Sedgemoor 7 0.0012%
South Somerset 4 0.0007%
West & Taunton 27 0.0048%

Homelessness (Rough sleepers in 
2017)

Total 57 0.0101%

Single 120,825 27.8%
Married 224,255 51.5%
Same-sex civil partnership 699 0.2%
Separated 10,322 2.4%
Divorced 44,329 10.2%

Marriage/Civil partnership

Widowed 34,952 8.0%

Armed Forces Personnel (2017) 4,670 0.83%

Carers Provide care (1 in 9) 50,712 9.0%

Christian 339,211 64.0%
Buddhist 1,612 0.3%
Muslim 1,470 0.3%
Hindu 506 0.1%
Jewish 337 0.1%
Sikh 100 0.0%
Other 3,361 0.6%
No religion 141,070 26.6%

Religion/belief (2011)

Not stated 42,304 8.0%

Sedgemoor Around: 562 (2011) 0.1%
Mendip Around: 1,124 (2011) 0.2%
Somerset West and Taunton Around: 562 (2011) 0.2%

Gypsy and traveller

South Somerset Around: 1,124 (2011) 0.1%
3,372

Students 16 – 18 (2019)  5,037 0.89%

Age 
range Male % Male Female

% 
Female Total % Total

0 14,580 5.3% 13903 4.8% 28,483 5.1%
0-5 16,307 5.9% 15908 5.5% 32,215 5.7%
5-10 16,483 6.0% 15669 5.4% 32,152 5.7%
10-15 15,022 5.5% 14021 4.9% 29,043 5.2%
15-20 13,237 4.8% 11791 4.1% 25,028 4.5%
20-25 14,542 5.3% 14010 4.9% 28,552 5.1%
25-30 14,845 5.4% 15616 5.4% 30,461 5.4%
30-35 14,347 5.2% 15351 5.3% 29,698 5.3%
35-40 13,945 5.1% 15102 5.2% 29,047 5.2%
40-45 17,479 6.4% 18922 6.6% 36,401 6.5%
45-50 20,337 7.4% 21626 7.5% 41,963 7.5%
50-55 20,400 7.4% 21320 7.4% 41,720 7.4%
55-60 18,379 6.7% 19170 6.7% 37,549 6.7%
60-65 18,286 6.7% 19235 6.7% 37,521 6.7%
65-70 18,269 6.7% 19414 6.7% 37,683 6.7%
70-75 12,385 4.5% 14035 4.9% 26,420 4.7%
75-80 8,541 3.1% 10125 3.5% 18,666 3.3%
80-85 4,771 1.7% 7123 2.5% 11,894 2.1%
85-90 2,401 0.9% 5328 1.9% 7,729 1.4%
All 274556 100.0% 287669 100.0% 562225 100.0%

The office for national statistics advises that on average 6.1% of the UK’s population do not have access to the web. Internet users – 
Office for National Statistics (ons.gov.uk). 

Rurality – Somerset Intelligence – The home of information and insight on and for Somerset – Run by a partnership of public sector 
organisations people in rural areas can experience relatively poor mobile signals or broadband speed. Around 48% of Somerset’s 
population is classified as ‘rural’ and 52% ‘urban’. Rural Somerset has an older population demographic, particularly in respect of 
people aged 45 and over. 

Digital Exclusion areas
Old Cleave (Watchet)
Watchet (South)
Wellington (Northeast)
North Petherton (Outer)
Ilchester (South)
Shepton Mallet (Southwest)
Highbridge (Northeast)
Yeovil (West field)

 

https://www.ons.gov.uk/
https://www.somersetintelligence.org.uk/
http://www.somersetintelligence.org.uk/jsna/
https://somersetcc.sharepoint.com/sites/DEMOPM/Templates/2021%20General%20Templates/Before%20starting%20any%20procurement%20process,%20commissioners%20should%20think%20about%20whether%20the%20services%20they%20are%20going%20to%20buy,%20or%20the%20way%20they%20are%20going%20to%20buy%20them,%20could%20secure%20wider%20social,%20economic,%20and%20environmental%20benefits%20as%20defined%20by%20the%20Public%20Services%20(Social%20Value)%20Act.%20SCC%27s%20Social%20Value%20Policy:%20https:/somersetcc.sharepoint.com/:b:/t/StrategicComm/EQSGxV9NDidOqdTe_Th8-7wBQEiUAfEVYfEc_De86FFE5A
https://somersetcc.sharepoint.com/sites/DEMOPM/Templates/2021%20General%20Templates/Before%20starting%20any%20procurement%20process,%20commissioners%20should%20think%20about%20whether%20the%20services%20they%20are%20going%20to%20buy,%20or%20the%20way%20they%20are%20going%20to%20buy%20them,%20could%20secure%20wider%20social,%20economic,%20and%20environmental%20benefits%20as%20defined%20by%20the%20Public%20Services%20(Social%20Value)%20Act.%20SCC%27s%20Social%20Value%20Policy:%20https:/somersetcc.sharepoint.com/:b:/t/StrategicComm/EQSGxV9NDidOqdTe_Th8-7wBQEiUAfEVYfEc_De86FFE5A
https://www.ons.gov.uk/businessindustryandtrade/itandinternetindustry/datasets/internetusers
https://www.ons.gov.uk/businessindustryandtrade/itandinternetindustry/datasets/internetusers
http://www.somersetintelligence.org.uk/rurality.html
http://www.somersetintelligence.org.uk/rurality.html


Who have you consulted with to assess possible impact on protected groups?  If you have not consulted other people, please 
explain why?

 Customer, Website and Digital Workstreams – regular updates and more recently the draft strategy and customer promise and 
standards has been shared and feedback provided.

 Service Alignment/CCP working group – to ensure that core services within Service Alignment are aware of the Strategy, have 
an opportunity to feedback and influence the principles.

 Workshops – initially to develop ‘strawman strategy’ with Contact Centre managers.

 Customer Panel – October and December 2022 – follow up sessions with a particular emphasis on the Customer Promises and 
Customer Standards



Analysis of impact on protected groups

The Public Sector Equality Duty requires us to eliminate discrimination, advance equality of opportunity and foster good relations with 
protected groups. Consider how this policy/service will achieve these aims. In the table below, using the evidence outlined above and 
your own understanding, detail what considerations and potential impacts against each of the three aims of the Public Sector 
Equality Duty. Based on this information, assess the likely outcome, before you have implemented any mitigation.

Protected group Summary of impact Negative 
outcome

Neutral 
outcome

Positive 
outcome

Age  Older residents may lack technical literacy skills or be less able to 
make use of digital services.

 Young people may feel unable to make their voice heard 
regarding the shaping of our services.

☒ ☐ ☐

Disability  Certain disabilities may impact the channels through which 
customers are able to contact us:

o Difficulty using online services for those with visual 
impairments 

o Difficulty understanding aspects of our services for those 
with learning difficulties

o Accessibility requirements for those with physical 
disabilities, particularly in our face-to-face hubs.

 If not published in different formats, the Customer Strategy, 
Promises and Standards maybe less accessible to those with 
visual impairments or learning difficulties. 

☒ ☐ ☐



Gender 
reassignment

 We have considered this Protected Characteristic and do foresee any disproportionate 
positive or negative impact on this group.

☐ ☐ ☐

Marriage and 
civil partnership

 We have considered this Protected Characteristic and do foresee any disproportionate 
positive or negative impact on this group.

☐ ☐ ☐

Pregnancy and 
maternity

 We have considered this Protected Characteristic and do foresee any disproportionate 
positive or negative impact on this group.

☐ ☐ ☐

Race and 
ethnicity

 Individuals whose first language is not English may find it 
challenging to request/report a service with the council as they 
may not be confident writing in English or may struggle to 
accurately describe their concerns in a second language.

 If not published in different formats, the Customer Strategy, 
Promises and Standards maybe less accessible to those whose 
first language is not English.

☒ ☐ ☐

Religion or 
belief

 We have considered this Protected Characteristic and do foresee any disproportionate 
positive or negative impact on this group.

☐ ☐ ☐



Sex  We have considered this Protected Characteristic and do foresee any disproportionate 
positive or negative impact on this group. ☐ ☐ ☐

Sexual 
orientation

 We have considered this Protected Characteristic and do foresee any disproportionate 
positive or negative impact on this group. ☐ ☐ ☐

Other, e.g., 
carers, veterans, 
homeless, low 
income, 
rurality/isolation, 
etc.

 People in rural areas experience relatively poor mobile signals or 
broadband speed

☒ ☐ ☐

Negative outcomes action plan
Where you have ascertained that there will potentially be negative outcomes, you are required to mitigate the impact of these.  
Please detail below the actions that you intend to take.

Action taken/to be taken Date Person 
responsible How will it be monitored? Action 

complete

Customers will continue to be provided with 
the same access routes into Council services. 
These will be consolidated channels which will 
offer one front door from April 2023. This 
includes online, telephony, face to face, email, 
and social media.

01/04/2023 CCP 
Customer 
Experience 
Workstream

Ongoing analysis of Contact Centre 
system data alongside measurements of 

customer satisfaction.
☐

Customer Panel to ensure there is 31/08/2023 CCP Ongoing basis through tracking of ☐



representation from younger age groups, as 
well as engaging with stakeholder groups that 
provide services and/or function as a voice for 
younger people, to extend our reach. 

Customer 
Experience 
Workstream

representation on Panel and will be 
incorporated into a review of the Panel 

(tranche 2 product)

Ensure that the Customer Strategy, Promises 
and Standards are published in formats that 
meet the needs of customers that may be 
visually impaired, experience learning 
difficulties or where English is not their first 
language.

 Quick reference formats of the 
documents to be accessible on the 
Somerset Council website, allowing for 
ease of access and the ability to access 
translation tools via the website.

 Offer large print or braille versions of 
the documents.

Produce a video which can both visually and 
audibly share key messages.

30/03/2023 Gareth 
Denslow

Publication of documents in the formats 
detailed.

Formal milestone to be added to 
Project plan/s.

☐

Translation services which are in place across 
each of the authorities, to support non-English 
speaking customers, will continue to be in 
place from vesting day.

01/04/2023 CCP 
Customer 
Experience 
Workstream

Ongoing

☐



Ensure that at all Customer Service Advisors are 
adequately trained and refreshed regarding 
equalities.

01/04/2023 CCP 
Customer 
Experience 
Workstream

Vesting Day audit and ongoing Line 
Management 

☐

Select date ☐

Select date ☐

Select date ☐

If negative impacts remain, please provide an explanation below.

Completed by: Gareth Denslow

Date 23/11/2022

Signed off by: 

Date

Equality Lead/Manager sign off 
date:

To be reviewed by: (officer name)



Review date:




