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3 Definitions

The words in this Customer Services Organisation Output Specification shall have the meanings attributed to theminthe Agreement wherethe contextso
permits and unless otherwise stated.

In this Customer Services Organisation Output Specification, unless the context otherwiserequires, the following words and e xpressions shall have the

meanings given below:

Term

Definition

Barnet Homes

means Barnet Homes Limited, (Company registered number 04948659) whose registered office is at Barnet House, 1255 High
Road, Whetstone, London N20 OEJ

CRM

means customer relationship management

CSO

means the Authority's customer services organisation function and matters and pertaining to the activities of a customerservices
organisation function including (but not limited to) those contained in this Customer Services Organisation Output Specification

DRS Service Provider

means the third party providerof development and regulatory services to the Authority

FCR means first contact resolution

FOI means the Freedom of Information Act 2000

FYi meansthe familiesand young people’sinformation service

IVR means interactive voice response

LLPG means Local Land and Property Gazetteer

M.A.S.H means multi-agency safeguarding hub

NLPG means National Land and Property Gazetteer

NSL means NSL Services Group

oT means an occupational therapist

PCI means the Payment Card Industry

PCN means a Penalty Charge Notice in relation to parkinginfractions
SAR means a subject access request underthe Data Protection Act 1998
SLA means a service levelagreement entered into by the Authority
SW Social Worker
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4 Scope

4.1 Rationale forthe CSO

The Service Provider shall operate the CSO from the Service Transfer Date and shall deliver the following outcomes for customers, the Authority and staff:
e substantially improved customer and resident experience of dealing with the Authority
e services designed so that customers can help themselves
e improved services developed from an in-depth understanding of the needs of customers
e a personalised customer experience (where possible)
e customers able to make choices about their services
e customers understand and are aware where service is and is not available
e services and information that build customers’ capability
e customer services thatactas an advocate for individual customers and customers in general
e service provision based around people’s lives, not service structures
e insightand data from customer interactions continually builtin to delivery of services
e services delivered through channels that are most appropriate for customers needs
e financial savings
e a better understanding of customers
o freeing up professional Officers’ time for specialist service delivery

e placinga greater value on staff whose roleis customer services
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4.2

4.2.1

Vision and principles for the CSO

Vision

The Service Provider shall useits reasonable endeavours in meeting the Authority's CSO objectives which are:

To improve customer satisfaction by being more effective in meeting needs
To deliver services via the most cost effective channel

A service that helps manage demand at the front end

To enable customer independence

Intelligent design of the service — driven by customer insight

To drive down end-to-end cost of delivery and frees up professional time.

The Service Provider shall develop for the CSO function a platform that: is flexible in terms of being able to take on a range of other services over time; provides the
customer and the Authority with a single view of a customers transactions; maximises the potential for greater use of mobile devices; and supports the Authority in
minimising the potential for fraud.

4.2.2

Design principles

The Service Provider shall adhere to the following twelve design principles in its design of the CSO service:

The service shall encourage customers to use the most cost effective channel or choice of channels when they contact the Authority
Customers are treated with dignity and respect
The service shall deliver a consistent, high quality experience regardless of the channel type or service requested

The serviceshall maximise opportunities for customer self-service and use of emerging technologies (both for self-service and other approaches that enhance the
customer experience and leverage efficiency in terms of savings)

The service shall work with Delivery Units and lead commissioners to ensure that demand for public services is reduced

The service shall ensure insight and information from the customer experience is captured to support marketing and communication of services and is the
foundation for commissioning, designing and improving delivery of public services across the Authority (i.e. the Service Provider supports service improvement,
change and transformation in services delivered by the Authority and other partners)

The service shall join up Authority and local public services around the needs and life events of customers by offering a holistic and personalised approach to
service delivery (where appropriate)
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e The serviceshall enablecustomers to resolveissues through a single pointof contact within customer services and have a si ngle view of their interactions with the
Authority

e The service shall offer services and information that build customers’ capability to help themselves and others
e The service shall enable customers to only have to provide information once, which can be used to access a range of related services
e The service shall provide a coherent brand, identity and ethos for customer services that builds a new relationship with the citizens of the Authority

e The service shall comply with the Authority’s safeguarding and equalities responsibilities

4.3 Scope of services to be provided through the CSO

The Service Provider shall, from the Service Transfer Date, be responsible for delivering all of the activities described in the table below. The Service Provider shall ensure
that the outcome of CSO activities (e.g. providing set data to the back office for processing, fulfilment of a Blue Badge request) is completed as per the detai | within the
process maps within the operational design documents listed in section 5 (Data Room Documents) of this Output Specification.

From the Service Transfer Date, the Service Provider shall continue the development of the CSO function previously undertaken by the Authority. The Service Provider shall
driveimproved performance inthe CSO from its position atthe Service Transfer Date. The Service Provider shall bring proposals to the Authority for the expansion (both in
breadth and depth) of the CSO function throughout the life of the contract to ensure that the Authority’s vision for the CSO function is fully realised.

The Service Provider shall deliver this improvement and development activity across the full range of contact channels. The Service Provider may determine the model it
uses for the delivery of this activity save that such activity is as cost effective as possible for the Authority, delivers the required level of customer satisfaction to all of the
Authority’s diverse customer groups and adheres to the Authority’s CSO design principles listed above.

The Service Provider shall, for all activity unless otherwise excluded, track and report on all logged service requests. For services where the CSO is not the first point of
contact, the Authority shall ensure that appropriate processes arein place to enable this data to be available to the Servic e Provider.

The Service Provider shall identify and resolve service requests on behalf of the customer for all services where the CSO function is the initial point of contact (across all
channels including level 0 activities) and is empowered to resolve requests.

The Service Provider shall provide the Authority with comprehensive data and information regarding all customer interactions, both those managed by the CSO and those
managed by third parties provided the Authority has directed third parties to share such information in the required format.

The Service Provider shall ensure that web content relating to all activity for which itis responsibleis up to date, accurate and of high quality.
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43.1 Expected service activity

The Service Provider shall deliver the CSO function including the activities as outlined in the table below with Deferred Services being introduced via Change at a future
date to be agreed between the Parties. Full details of the in scopeactivity areincluded within the operational design documents listed in section 5 (Data Room Documents)
of this Output Specification.

Services Scope of activity Main Channel of Delivery for Level 0-2 Activities Status
Telephony Web E-mail Face to Post
transactio Face
ns
General Enquiries / e General enquiries v v v Delivered by CSO

Switchboard e Signposting/ call transfer

General Enquiries / e Receptionist v Delivered by CSO
Reception (Barnet House e General enquiries
and Burnt Oak) . .
e Signposting

e Verification ofdocuments / scanning

Planning e General enquiries v v v Delivered by CSO at Service
Transfer Date for a maximum
period of two months but shallbe
delivered by DRS Service
Provider, with the exception of
level 0 activity which shall be
delivered through the CSO.

e Take filerequests and decisions notices

e Update on cases
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Services Scope of activity Main Channel of Delivery for Level 0-2 Activities Status
Telephony Web E-mail Face to Post
transactio Face
ns
Planning e General enquiries v Delivered by CSO at Service
e Make copies of documents Transfer Date for a maximum of
Provide decisi . ders for full two months but shall be
. .row edecision notices / orders for fu delivered by DRS Service
sizeplans Provider, with the exception of
e Take payments level 0 activity which shall be
e Organisefilerequests delivered through the CSO.
Building Control e General enquiries v Delivered by CSO at Service

e Send out applicationforms
e Guidanceon completing forms
e Bookinspections

e Report dangerous structures

Transfer Date for a maximum of
two months but shall be
delivered by DRS Service

Provider, with the exception of
level 0 activity which shall be
delivered through the CSO.

Street Based Services

(includes green spaces
and parks,including
trees; waste and
sustainability;
streetscene, including
waste and recycling
collections; grounds
maintenance, including
pitch letting).

e General enquiries

e Analysis of urgency of incident
e Signposting/ call transfer

e Raiseservicerequests

e  Status updates

e Payments for green waste

Delivered by CSO.
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Services Scope of activity Main Channel of Delivery for Level 0-2 Activities Status
Telephony Web E-mail Face to Post
transactio Face
ns

Street Based Services e General enquiries v Delivered by CSO at Service
(Includes general e Analysis ofurgency of incident Transfer Date for a maximum of

; ; two months but shall be
highways maintenance, e Signposting/ call transfer . .
road and pavement . . delivered by DRS Service
maintenance, gritting, * Raiseservicerequests Provider, with the exception of
street furniture and e  Status updates level 0 activity which shall be
priority intervention, delivered through the CSO.
including anti social
behaviour;fly tip
investigations)
Environment and e General enquiries v v v Delivered by CSO at Service

Operations

(includes Highways
licences-building
material, hoarding
licences, scaffolding
licences, cranelicences;

Cross-overs-provisionand

updating of application

forms, white linerequests

etc; private street name
plates-provisionand
updatingapplication
forms)

e Analysis of urgency of incident
e Signposting/ call transfer
e Raiseservicerequests

e  Status updates

Transfer Date for a maximum of
two months but shall be
delivered by DRS Service

Provider, with the exception of
level 0 activity which shall be
delivered through the CSO.
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Services Scope of activity Main Channel of Delivery for Level 0-2 Activities Status
Telephony Web E-mail Face to Post
transactio Face
ns
Parking Information and advice PCNs, permits v v v v Delivered by CSO.
and enforcement (emails for PCNs
handled by NSL)
Filter appeals
Purchase, renew and replaceparking
permits, visitor vouchers and
suspensions
Referrals to highways team for
abandoned vehicles
Processingof suspensions
Processing of payments and refunds for
PCNs, permits, visitor vouchers and
suspensions
Children’s Services (FYi) General enquiries /advice v v v Delivered by CSO
Signposting / call transfer
Send out information, leaflets
Children’s Services General enquiries v v Delivered by CSO

(school admissions)

Specific admission enquiries (three (3)
admissionrounds:reception,secondary
transfer and in-year)

Send out applications /signpost

Support completing applications
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Services Scope of activity Main Channel of Delivery for Level 0-2 Activities Status
Telephony Web E-mail Face to Post
transactio Face
ns

Children’s Services (social | e General enquiries, informationand v Currently notin Customer
careswitchboard plus for signpostingto the duty team and Services.
duty team) allocated SWs Initial model to be implemented
Deferred Service at the Deferred Services

Commencement Date
Children’s Services e Signpostingand call back requests v Currently notin Customer
(overflow message taking Services.
for the reFruitment lines Initial model to be implemented
for fosteringand at the Deferred Services
adoption) Commencement Date
Deferred Service
Children’s Services e General enquiries andinformation v v v v Delivered by CSO

(education welfare)

(chaperone and licensing, work permits)

e Receive application forms (chaperone
and licensing, work permits)

11
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Services Scope of activity Main Channel of Delivery for Level 0-2 Activities Status
Telephony Web E-mail Face to Post
transactio Face
ns

Children’s Services (youth General enquiries and information v v v Delivered by CSO
services) Enrolment to activities services offered:

Duke of Edinburgh, Sports, Play Team,

Positive Activities, Theatre

Information regardingapplication

process

Issuing of questionnaires

Targeted Youth Referral: Logging

applications

Technical supportfor Future Varsity

Enquiries about Duke of Edinburgh

scheme

Complaints aboutschool delivery of

Duke of Edinburgh scheme

Payment processing
Assisted Travel (Blue General enquiries /signposting v v v v Delivered by CSO

Badges, Freedom Passes,
Travel Vouchers)

Take application details (Blue Badges)

Complete basiccheck/validation of
details andidentity

Assess applications (caninvolvereferral
for medical assessment)

Authorise the issuing of Blue Badges,
and Freedom Passes

IssueTravel Vouchers

Take payment for Blue Badges

12
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Services Scope of activity Main Channel of Delivery for Level 0-2 Activities Status
Telephony Web E-mail Face to Post
transactio Face
ns
Revenues e General enquiries -includingbillingand v v v v v Delivered by CSO
banding
e \Verification of documents (delivered at
Barnet House and Burnt Oak offices)
e Process move in/ out of the Authority
e Process changeincircumstances
e Make a payment
e Request to pay by / change Direct Debit
e Enquiries regardingdiscounts,
exemptions etc.
e Reminders and final notices - payment
arrangements
e  Status updates
Benefits e General enquiries (calls and facetoface v v v v v Delivered by CSO

only)

e \Verification of documents (Barnet
House and Burnt Oak)

e Process break/ change in payments
e Query correspondence / notifications
e Status update requests

e Checking supportingevidence prior to
claimassessment (faceto face only)

e Makingappointments for claimants to
see assessor

e Explanation of assessmentletters

13
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Services Scope of activity Main Channel of Delivery for Level 0-2 Activities Status
Telephony Web E-mail Face to Post
transactio Face
ns
Registrars e General enquiries andinformation (all v v v Delivered by CSO
plus nationality checkingservice)
e Complete basiccheck/validation of
details
e Book appointments for registrars
(births, deaths, marriages)
e Take payment for notice of marriage
Governance e General enquiries,signpostingand v v v Delivered by CSO
adviceon democratic process
e General informationregarding SARs and
FOIArequests
e Standards complaints (regarding
Members)
Libraries e General enquiries andsignposting v v v CSO Transformation: to be

Deferred Service

e Specificinformationrequests

e Llibrarytransactions(reserve, renew,
and over-due books)

e Booking events andIT sessionsin
libraries

migrated at the Deferred Services
Commencement Date

14
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Services Scope of activity Main Channel of Delivery for Level 0-2 Activities Status
Telephony Web E-mail Face to Post
transactio Face
ns
Adults Social Careand General enquiries, informationand v v v v Delivered by CSO

Health (Social CareDirect
learning disabilities team,
brokerage (meals at
home), direct payments,
financial assessments,
mental health)

signposting,including send out
information and leaflets where required

Advise / check / validateexistingcases

Act as a ‘trusted assessor’, followingthe
trusted assessor framework, on behalf
of the Authority. For example; this will
enable the CSO to make decisions on
eligibility and to identify those
customers who areineligibleforan
ASCH serviceand to divert them away
from ASCH’

Complete initial screeningincluding
simpleassessments and risk
assessments (for example inrelation to
mental health) to check eligibility fora
service

Initiaterespite, rapid responseor refer
to SW/OT

Create referrals forassessmentand
reassessmentby SW and OTs on SWIFT
and Wisdom

Support completion of self assessment
form and carers assessmentform

15
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Services Scope of activity Main Channel of Delivery for Level 0-2 Activities Status
Telephony Web E-mail Face to Post
transactio Face
ns
Out of Hours (does not Log out of hours incidents and refer for v The Service Provider shall
includeBarnet Homes, investigation incorporatethis functioninto the
noiseandnuisancecalls | General adviceand signpostto other services CSO by September 2013 or earlier
or Lifeline/ Telecare calls . if both parties agree. at the
. Corporate complaints )
apartfrom Level 0 activity Deferred Services Commencement
that will be delivered by Date
the CSO)
Deferred Service
Electoral Registration e General enquiries v v v Currently notin Customer
Deferred Service e Registration process Services.
e  Takingpeople off register Initial model to be implemented
) at the Deferred Services
e Proof of residency checks Commencement Date
e Request to purchaseregister
°
e To meet or exceed the performance
standards as setout in the Electoral
Commission’s ‘Performance Standards
for Electoral Registration Officers in
Great Britain, July 2008’
Electoral Service e (Canvassing v v The Service Provider to deliver
Deferred Service the servicein line with the
elections cycle and as agreed
through Schedule 15 Special
Projects procedure
Election Call Centre e General enquiries v v The Service Provider shall provide

e  Registration process

this service as required by the
Authority for general, local,
regional and European elections

16
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Services Scope of activity Main Channel of Delivery for Level 0-2 Activities Status
Telephony Web E-mail Face to Post
transactio Face
ns
Member enquiries e General enquiries v’ v’ Delivered by CSO

e  Status updates

e Take details /refer to back office

Web management

All technical tasks required to
supportthe Authority website as
defined in the website
transformation projectbusiness as
usual task definition document listed
insection 5 (Data Room Documents)
of this Output Specification.

The Service Provider shall deliver
this service from the Service
Transfer Date as part of the CSO
function it provides.

Customer Insight
Information

The collection, collation, storageand analysis
of Authority-specificinformation to support
the Authority in:-

Better targeting of marketing,
communications to support self
serviceand channel shift
Commissioningand designing
serviceto more effectively match
need, paying ‘due regard’ to the
public sector equality duty
Continuous improvement inthe
delivery of service
Understanding demographic change
thatimpacts on servicedesign

The Service Provider shall deliver
this service from the Service
Transfer Date.

17
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5 Data Room Documents

The partiesrecognise and agree that the inclusion of the Data Room documentsin Schedule 1 (Output Specification) is forinf ormation only andis not
intended to give rise tolegally binding rights and obligations between the parties except where these documents are specifically referredtoin Section 4 or
6 of this Output Specification.

Data type File name File contents Function/s related to it
Service Level Service Level Agreement Registrarsv6 16122012 Details of all SLAs with other services CSO
Agreements Service Level Agreement ParkingvO 8 DF

Service Level Agreement Libraries v2 14 Nov 12
Service Level Agreement Governance v3

Service Level Agreement FYI - final 211112
Children's Services FYl Addendum with Direct Me
de-scopelJan 2013

Service Level Agreement ADULT SCv1 final

revs and bens Service Level Agreement v1 14 1112
Assisted Travel SLA v2 draft 20121109 (
OverarchingSLA for all services V1

Information Sharing Agreement CSO and CS (Nov
12) (Draft)

Childrens Social CareService Level Agreement v111
Nov 12 DRAFT

EW SLA v1 draft20121109

Youth Service Level Agreement v111 Nov 12

EPR SLA v1 draft 20121109

Strategy — Policy - Customer Services Strategy final draft.doc CSO strategy CcSso
Procedure CSO Modellingdata.xlsm CSO
Website Transformation Project - BAU Tasks - for Website transformation projectbusiness as All
dataroom.doc usual task definition document which describes
the tasks required to supportthe new Authority
website
Barnet Vision for customer Services - v2.0 A power pointpresentation that states the CSO

18
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Data type File name File contents Function/s related to it
070212.ppt customer servicevision
Optimum basket of Pls version9 070312.doc The full suite of performance measures and All
other indicators of demand and response
CST Business Case.doc Outline of customer servicetransformation CSO
programme
Future Operational Design - CCO v3 23 Apr 12.doc
Future Operational Design -R&B v1.2 2 Mar 12.doc Revenues and Benefits
Future Operating Design Adults Final.doc Adults
Future CSO Processes.zip (Additional maps notin (e
FOD documents)
Future Operating Design Electoral Registration Electoral Registration
Future Operating Design Children's Social Care Children’s
Future Operating Design Housing Housing
Assisted Travel high level design 190911 Final Assisted Travel
Parking permits high level designand business case Parking Permits
0.3
Social Media Policy CS008
Volumetrics DRS Call volume.xls Call volumes of development and regulatory DRS
services functions
Final_2011_12_ Report_MPenquiries_v.1.xls Report regarding MP enquiries MP Enquiries
Four years BTS data.xls Volumes of telephone callsover four years for All

all telephone lines acrossthe Authority

customer services_contactcentre_Pl
Telephony_2011_12_version_2.xls

Volumetric data for all the contactcentres in
the Authority for2011_12.

Contact Centre

customer services_BarnetHouse
_facetoface_2011_12_version_2.xls

Volumetric data for face-to-face at Barnet
House 2011_12.

Face-to-face — Barnet
House

customer services_BurntOak
_facetoface_2011_12_version_2.xls

Volumetric data for face-to-face at Burnt Oak
2011_12.

Face-to-face — Burnt Oak
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Data type

File name

File contents

Function/s related to it

customer services_contact centre_PI
Email_2011_12_version2.xls

Volumetric data around emails to
first.contact@barnet.gov.uk for 2011_12.
Version 2 has the latestQ3 data.

Emails receivedinto the
first.contact@barnet.go
v.uk inbox

3 stage complaints procedureBarnet July 2011 Complaints procedurefor the 3 stage Complaints
vl.vsd complaints process

Corporate Complaints policy.doc Corporate complaints policy Complaints
CS complaints info for NSCSO.xIsx Complaints
Unreasonably persistent complainantpolicy.doc Policy for unreasonably persistentcomplainants [ Complaints
Unreasonably Persistent Complainants Guidelines for dealing with unreasonably Complaints

Guidelines.vsd

persistentcomplainants

HB process durations workbook 090312

Housing Benefits processes and durations of
each process

Housing Benefits

Ctax_Process Durations Workbook 120312

Council Tax processes and durations of each
process

Council Tax

Call Stats.doc

All

Customer_Servies_First_Contact_EmailPerformance

2011-12.xls

Performance data related to emails received
into the first.contact@barnet.gov.uk inbox

Emails receivedinto the
first.contact@barnet.go
v.uk inbox

Data Quality Sheet - Emails - 11.12.doc

Description of how data for the email Pls is
collected, stored and who is responsiblefor
gathering the data

Emails

Data Quality Sheet - F2F Waiting-11.12v2.doc

Description of how data gathered for the face-
to-face Plsis collected, stored and who is
responsiblefor gatheringthe data

Face-to-face

Data Quality Sheet - Telephone - 11.12.doc

Description of how data gathered for the
telephone Plsis collected, stored and who is
responsiblefor gatheringthe data

Contact Centre

Data Quality Sheet - OnlinePayments - 11.12.doc

Description of how data for the online payment
Plsis collected, stored and who is responsible
for gathering the data

All

20
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Data type

File name File contents Function/s related to it
EMERGENCY PLAN 2011 verl.1.doc All
Final_9597 LBB Corporate Performance Review Corporate performance review All
220211 to LBB.DOC
Volumetric contactdata for FOD v190412 All
CSO Budget 2012-16 Final 170412 CSO budget planfor2012-16 CSO

R&B Budget 2012-16

Revenues and Benefits budget planfor2012-16

Revenues and Benefits

SLAs — Performance

Customer_services_Customer_Satisfaction_Q3_201

1 12 version_1.doc

CSO customer satisfactionscores for Q3 2011-
12

All

customer services balanced score The balanced scorecard for CSO, results for Pls CsO
card_2011_12 version_2.xls for 2011-12
Customer service_performance Performance Data for CSO for2011-12 Cso

data_2011 12 version_2.xls

Benefits Profiles

Assisted Travel benefits profiles

Benefit profiles for Assisted Travel

Assisted Travel

Parking benefit profiles Benefit profiles for Parking Parking

CCO benefit profiles Complaints

R&B benefit profiles Benefit profiles for Revenues and Benefits Revenues and Benefits
Adults benefit profiles Benefit profiles for Adults Adults

Children's benefit profiles Benefit profiles for Children’s Children’s

Electoral Registration benefit profiles

Benefit profiles for Electoral Registration

Electoral Registration

Housingbenefit profiles

Benefit profiles for Housing Benefits

Housing Benefits
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6 Service Requirement

The followingtableindicates the servicerequirements for the Customer Services function.

The Service Provider shall adhere to the standards listed in the final column of the followingtable.

Key volumes or

Applicable service

Ref F i i i
unction Service Requirement fre'quency standards
requirements
CS001 | Customer The Service Provider shall adhereto the Authority’s customer servicestandards in the delivery of Inaccordancewith
Services the CSO function for all activities and all channels. customer care
Standards standards and as set
out inSchedule 4 in
relation to KPls and
Pls
CS002 | Telephony For the telephony channel the Service Provider shallensurethat: Four years BTS Inaccordancewith

e Callsareanswered within twenty (20) seconds and answered as "Barnet Council".

e As many contacts as possibleareresponded to by the Service Provider without being passedon
to the back-office.

e  The number of public telephone numbers is reduced to as few as possiblewithout impactingon
customer satisfaction by excessive use of IVR.

e Alladvertised call numbers arecharged at local rates for the Authority's citizens regardless of
the contact centre location.

e Any use of IVR does not go deeper than three levels.

e Services are open for a minimum of 9am to 5.15pm, Monday to Thursdayand 9amto 5pm on
Friday, not including Bank Holidays and the period between Christmas and New Year (savein
the caseof high priority services (streetbased services, children’s services, registrarsand

data.xls

as heldinthe data
room

customer care
standards andas set
out inSchedule 4 in
relation to KPIls and
Pls

22
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Key volumes or
Ref Function Service Requirement frequency
requirements

Applicable service
standards

adults'services) whichas a minimumshallbecovered at leastfrom 9am to 4pm duringthe
Christmas and New Year period).

e Business Continuity Plans arereviewed (and updated when necessary)atleastbi-annually.

e The telephony channel is accessibleto the diverse groups within the Authority’s community,
including (butnot limited to) through the use of availabletechnology to support those
customers with specific needs.

e Allrelevantlegislationisadheredto and all processesand systems arecompliantwith best
practice (for example OfCom regulations, PCl compliance).

e  Customers are sign-posted and supported to self-servicefacilities.
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Key volumes or

Applicable service

Ref F i ice R i fi
e unction Service Requirement re.quency standards
requirements
. . customer .
CS003 | Face-to-face For the face-to-face channel the Service Provider shall ensurethat: . Inaccordancewith
services_Barnet tomer care
e All customers are met and triaged within five (5) minutes. House cus Z q q
o During the Initial Term (unless altered pursuant to the Change Protocol and in facetoface 2011 | Standardsandasset
accordance with the terms of the Agreement) the following face-to-face locations T12 version 2.xls | outin Schedule 4 in
remain available to Service Users during the periods set out: -7 - relation to KPls and
o Burnt Oak Customer Service Centre:9am — 5pm Monday to Wednesday and Friday; Pls
customer
9am-7pm on Thursday. .
services_Burnt
o Barnet House ground floor reception: 8.30 am—5.15pm Monday to Thursdayand Oak
8.30 am - 5pm on Friday; _facetoface_2011
o Barnet House second floor reception 9.00 am- 5.15pm Monday to Thursdayand9.00 _12_version_2.xIs
am-5.15 pmon Friday;and
o Building 2, NLBP: 8.30am —5pm Monday to Friday
e The opening times above shall not including Bank Holidays and the period between
Christmas and New Year (save in the case of high priority services which as a
minimum, shall be covered at least from 9amto 4pm during the Christmas and New
Year period)..
e The number of staff engaged in the provision of the face-to-face services above prior
to the Service Commencement Date are to remain unchanged and are to be
Authority branded.
e Customers are sign-posted and supported to self-service facilities.

CS004 | Emailand For the email and web information request channels the Service Provider shall ensurethat: customer services | Inaccordancewith
web . . balancedscore customer care
information e Allcontacts recelv?d by.th(? CSO are proc.:essed (processed means logged, dealtwith or passed card_2011_12_ve | standardsandas set
requests on to the back-office) withintwo (2) Business Days. rsion_2.xls out inSchedule 4 in

As many contacts as possibleareresponded to by the Service Provider without being passed on
to the back-office.

All contacts for which the CSO is responsiblefor providinga responseareresponded to within
five (5) Business Days (if this isa holding responsethis shallindicate a timeframe within which a

relationto KPIs and
Pls
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Key volumes or

Applicable service

Ref Function Service Requirement frequen
a q . standards
requirements
final responseshallbesent).
e All contacts where an extended timeframe is set areresponded to within the promised
timeframe.
e  Well structured responses are sent using plainlanguagethat responds to all the points raised.
CS005 | Web For all web transactionswhich arereceived by the CSO the Service Provider shall ensurethat: customer services | Inaccordancewith
transactions . balancedscore customer care
e They are processed (processed means logged, responded to where appropriateor passed on to
the back-office) within two (2) Business Days of receipt by the CSO card 2011 12 ve | standards andas set
A P BY ' rsion_2.xls out inSchedule4in
relation to KPIs and
Pls
CS006 | Postandfax For the post and fax channels the Service Provider shall ensure that: customer services | Inaccordancewith

All contacts received by the CSO are processed (processed means logged, dealtwith or passed
on to the back-office) withintwo (2) Business Days of receipt.

As many contacts as possibleareresponded to by the Service Provider without being passedon
to the back-office.

All contacts for which the CSO are responsiblefor providinga responseareresponded to within
five (5) Business Days (if this isa holding responsethis shallindicatea timeframe within which a
final responseshallbesent).

All contacts where an extended timeframe is set areresponded to withinthe promised
timeframe.

Well structured responses to contacts which arethe responsibility of the CSO are sent using
plainlanguageandrespondingtoall the points raised.

Post fulfilmentand scanningactivities are not within scope of the CSO. Customers’ postal
correspondence with other service partners will however be visibleto CSO staff.

balancedscore
card_2011_12 ve
rsion_2.xls

customer care
standards and as set
out inSchedule 4 in
relation to KPIls and
Pls
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Key volumes or

Applicable service

Ref Function Service Requirement frequen
E q = standards
requirements
CS007 | Activity The Service Provider shall comply with specific SLAs for delivery of the in-scopeactivities. Inaccordancewith
fulfilment . . . e . . . customer care
The Service Provider shall comply with all relevantlegislation, guidanceand bestpracticeregarding
. o standards and as set
the in-scopeactivities. . )
out inSchedule 4 in
relation to KPIs and
Pls
CS008 | Social Media | The Service Provider shall adhereto the Authority’s customer service standards and the Authority’s Inaccordancewith
socialmedia policyinits useof social media. authority customer
. . . . . . carestandards and as
The Service Provider shall notopen any social media channel withoutthe prior express approval of .
Y . ) . setout inSchedule 4
the Authority’s senior Officer for communications. . .
inrelationto KPIsand
Pls
Inaccordancewith
authority social
media policy
CS009 | Advocacy Where a delivery unitis unresponsive, the Service Provider shall escalatethis to the relevant client
function.
The CSO function developed by the Service Provider shallactas the advocatefor individual
customers indealingwith service partners, ensuringlevel 0,1 and 2 activity enquiries relatingto
specificserviceissues areresponded to satisfactorily and that poor customer experiences are
addressed by service partner.
The CSO function developed by the Service Provider shall provide analysis of customer interactions
as a whole and expertise in using this analysis to develop understanding on future service
development and failuredemand elimination.
CS010 | Complaints The Service Provider shall: Corporate Complaints
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Key volumes or

Applicable service

Ref Function Service Requirement frequen
E q = standards
requirements

e Managealllevel 1and 2 corporate complaints regarding theactivity of the CSO inlinewith the Policy and Standards
Authority’s corporate complaints policy.

e Provideto the Authority all necessaryinformation required by the Authority for stage 3 and
Local Government Ombudsman complaints regardingthe activity of the CSO inlinewith the
corporate complaints standards.

e Provideto the Authority all necessaryinformation required by the Authority (or third party
partners) for the management and processingof corporatecomplaints atall levels in which the
activity thatis the subject of the complaintis not the responsibility of the CSO).

o  Refer customers to the statutory complaints policy and procedurefor statutory complaints
related to adults'socialcare, health and children’s services.

CS011 | Web content | The Service Provider shall:

e Ensurethatall web content pertainingto the activity for which the CSO is responsibleis
availableonthe Authority website and is updated ina timely manner.

e Identify where the Authority’s web content is irrelevant, out of date or inaccurateand take
action to notify the content owner and corporate communications so the content can be
updated.

o |dentify where the Authority’s web content, althoughrelevant, current or accurate, can bere-
purposed for more effective contacthandlingandinformation provisionand takeaction to
notify the content owner and corporate communications so the content can be updated.

CS012 | Accessto The Service Provider shall: In accordancewith
data . . . . . . . i
e  Provideall performanceinformation as set outinsection 7 (Performance Indicators) of this Information
Management

Output Specification.

Introduce methods for monitoring customer experience of other partners delivering Authority
services and establish relevantcontractual relationships with those partners.

Providesuchinsighton customer experience and behaviour as the Authority requires for

Strategy and Data
Flow Agreements
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Ref

Function

Service Requirement

Key volumes or
frequency
requirements

Applicable service
standards

commissioningservices and monitoring contracts.

e The Service Provider shall providea singleview of the customer, based on serviceinteractions
andthe Authority’s chosen corporate address database (currently NLPG/LLPG).

e Provide scheduled updates, access to systems and ad hoc data in a formatand at a frequency
that easily allows further analysis by the Authority’s retained intelligence functions (to be
defined by Authority’s information management strategy / data flow agreements).

e Use reasonable endeavours to engage in projects and practitioner networks facilitated by the
Authority’s retained intelligence function.

e Usereasonableendeavours to supply management information to the Authority as required.

CsS013

Service Level
Agreements

The Service Provider shall abide by all SLAs between the CSO and Authority services/partners.

See SLA documents
indata room

CS014

Performance
management

The performance of the CSO will be monitored by the Authority inaccordancewith the targets
agreed and articulated within a "Balanced Scorecard". The scorecard shouldincludea combination
of strategic and operational measures and refer to Authority’s customer carestandards.

The CSO function developed by the Service Provider shall havein placeappropriate procedures and
controls for maintainingand storing documents, materials and records relating to the service.

The Service Provider shall attend contract management meetings with the CSO’s appointed
performance management functionas agreed from time to time.

The CSO function developed by the Service Provider shall supportthe needs of the Authority in
relation to independent audits and inspections, whether undertaken as a result of the Authority’s
own auditresponsibilities or through independent inspection processes.

The Service Provider shall attend cabinetand scrutiny committee meetings as requested by the
Authority, at leaston a quarterly basis, to present performance information to Members.

Inaccordancewith
authority customer
carestandards and as
setout inSchedule 4
inrelationto KPIs and
Pls

CS015

Brand

The Service Provider shall ensurethatall interactions with the CSO areseen by customers as
interactions with the Authority.
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Key volumes or

Applicable service

Ref Function Service Requirement frequen
E q = standards
requirements
Cso1 Democratic The Service Provider shall provide ward-level business intelligenceinformation to ward Members to
6 Engagement supportthem intheir role as community leaders.
The Service Provider shall providea specific channel for Member enquiries and corporate
complaints and shallrespondtoall enquiries within ten (10) Business Days.
CS017 | Website The Service Provider shall ensurethatall the required technical tasks asdescribed in the website
Management | transformation projectbusiness as usual task definition document listed in section 5 (Data Room
Documents) of this Output Specification are completed.
The Service Provider shall completeall management tasks as and when required to maintain the
effective running of the Authority's website inlinewith the Authority’s expectations.
The Service Provider shall design the Authority's website so as to enablecustomer self-service.
The Service Provider shall completeall other tasks inlinewith the SLAs.
CS018 | Knowledge The Service Provider shall:
Management ~ . . .
g e Ensurethatall knowledge management content pertainingto the activity for which the CSO is
responsibleis availableto customer-facingstaff andis updated ina timely manner.
o Identify where the Authority’s serviceinput into the knowledge management content is
irrelevant, out of date or inaccurateand take action to notify the content owner sothe content
canbe updated.
o |dentify where the Authority’s web content, althoughrelevant, current or accurate, can bere-
purposed for more effective contacthandlingandinformation provisionandtakeactionto
update the content or notify the content owner (as applicable) sothe content can be updated.
CS019 | Service The Service Provider shall providea fully risk assessed implementation plan for the transfer of
Transition services.
CS020 | Change The Service Provider shall adhereto a change control process for any alterations madeto service,
Control systems or process changes.
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Key volumes or
Ref Function Service Requirement frequency
requirements

Applicable service
standards

The Service Provider shall submitto the Authority, forall proposed changes, the agreed level of
notice anda full impactassessment(assessingtheimpact on CSO, retained/Back Office services and
partners) of the change being proposed.
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6.1 Out of scope activities

The Service Provider shall not be required to perform the functions contained in the following table which shall be retained by the Authority:

Ref Function Service Requirement
CS020 Corporate e The co-ordination, investigation and management of stage 3 and Local Government Ombudsman corporatecomplaints for all
complaints Authority services accordingto the corporatecomplaints policy
management . . s
e Reporting of corporatecomplaints performanceto the Authority’s management board
e Development and review of corporate complaints policies
e Performance analysis and reporting of complaints activities in Authority services
e Co-ordinationoftrainingand development of complaints officers in Authority services
e Liaisonwith Local Government Ombudsman
Adult’s and children’s services statutory complaints will be managed by the relevant services. The interactions relatingto these
statutory complaints will bevisibleto the CSO (where appropriateandinlinewith data protection policy) to enablelearningand
performance management of other service providers by the CSO.
CS021 Web content Individual services and partners will beresponsiblefor providing and updating their respective web content.

management
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7/Performance Indicators

The Authority's KPland Pl requirements are listed in the following table, but full details of methodology, baseline data, targets and reporting frequency are

setout inSchedule 4Paymentand Performance Mechanism

Function KPI Performance Indicators the partner shall be required to report against Current 2013/14 year | Partner year 1

or Pl baseline end Quarter 4
projections target

Customer KPI From Service Commencement - % Customer satisfaction with the contact centre telephone | 58% 70% 70%

Service - | 10a | service, face to face service, web service & first.contact e-mail service.

Customer

Satisfaction -

Year 1 Proxy

Customer KPI From Year 2 - % of customers who are satisfied or very satisfied with the service they have TBC at SCD TBC TBC

Service - | 10b | received post resolution (when their transaction has been fully dealt with), divided by all

Customer customers who completed a ' post resolution ' survey

Satisfaction -

Year 2

onwards

Customer KPI From Service Commencement - % of contacts (Telephone calls, webforms & e-mails on CRM) | TBC at SCD 50% 50%

Service - First | 11a | where a contact has been resolved by the CSO or self service

Contact

Resolution -

Year 1 Proxy

Customer KPI From Year 2 - % of contacts (by channel, by service, by transaction type ( e.g. payment) and TBC at SCD TBC TBC

Service - First

by customer group) where a contact has been fully resolved at first contact ( IE - By self
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Contact 11b | service, by the CSO, without the need for referral to another department, or any kind of '
Resolution — double handling' or future action, divided by the total number of contacts
Year 2
onwards
Customer KPI From Service Commencement — % of calls answered within 20 seconds 65% 80% 80%
Service - | 12a
Customer
Advocacy -
Year 1 Proxy
Customer KPI From Year 2 - % of cases closed within the specified service level. TBC at SCD TBC TBC
Service -1 12b
Customer
Advocacy -
Year 2
onwards
Face to Face e . . D . . .
Pl Secondary waittime for customers to meet with Customer Service specialist atfaceto face 7minutes To be 5 minutes
Wait Time locations maintained at
To be .
Performance will be reported for all specialist queues baselined at baseline
performance
Service and
Transfer Date | improvement
profileto be
agreed with
end target of
5 minutes
e-mail Pl Percentage of e-mails resolved within (10) business days for year 1 and responded to within 90% 90% basedon | 90% within 10
resolution five (5) business days from year 2. 10 daytarget | days
To be
baselined at | To be
Service maintained at
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PITransfer baseline
Date performance
and
improvement
profile to be
agreed
Webform Pl Percentage of webforms responded to within relevant SLA ; General enquiries (5 days), or any 90% 90% 90%
(o] (o] (o]
response other webforms with their respective SLAs which are handled by the CSO/NSCSO)
To be
baselined at
Service
Transfer Date
i . . . . 9 Not K 10%
Complaints Pl Percentage of Stage 3 complaints inrelation to Customer Services upheld. 0% ot fnown ?
Performance will be reported for all services
Member Pl % of Member/MP Enquiries responded to within 10 working days 90% 90% 90%
Enquiries
Average initial | Pl Average initial waittime for customers to be 'triaged' by a general customer serviceadvisor,at | To be Maintain
waittime for all face to face locations (currently Burnt Oak Library and Barnet House). baselined baseline

triage

performance or
better.

Management Information Requirements

The Service Providershall use its reasonable endeavours in meeting the Ml requirements outlined below and these will be subj ect to change as agreed
between the parties once the Insight and Co-design process set outin Schedule 2 Transformation Service Delivery Plan has been completed.

Indicator

Measure

Current
Performance

Method of collation
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Indicator

Measure

Current
Performance

Method of collation

Mi1

Avoidable Contact ( with reason codes) — consolidated, and by
service/ activity, channel,and customer profile

No data — not
currently captured

To be developed following CRM system
implementation.

Mi2

Subject reason andtype of customer contact

No data — not
currently captured

To be developed following CRM system
implementation.

MI3

Mystery Shopping total information score (Telephone)

75%

Datainput to survey monkey by LBB and
extracted into excel by CSO, who manually create
the table of mystery shopping data.

The mystery shoppingactivity usually takes 1-2
days per month to process for all categories (not
1-2 days each).

Mi4

Mystery Shopping total attitude score (Telephone)

75%

Data input to survey monkey by LBB and
extracted into excel by CSO, who manually create
the table of mystery shoppingdata.

The mystery shoppingactivity usually takes 1-2
days per month to process for all categories (not
1-2 days each).

MI5

Mystery Shopping total delivery score (Telephone)

60%

Data input to survey monkey by LBB and
extracted into excel by CSO, who manually create
the table of mystery shopping data.

The mystery shoppingactivity usually takes 1-2
days per month to process for all categories (not
1-2 days each).

MI16

Mystery Shopping total timeliness score (Telephone)

70%

Data input to survey monkey by LBB and
extracted into excel by CSO, who manually create
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Indicator

Measure

Current
Performance

Method of collation

the table of mystery shopping data.

The mystery shoppingactivity usually takes 1-2
days per month to process for all categories (not
1-2 days each).

M17

Mystery Shopping total professionalismscore(Telephone)

75%

Data input to survey monkey by LBB and
extracted into excel by CSO, who manually create
the table of mystery shoppingdata.

The mystery shoppingactivity usually takes 1-2
days per month to process for all categories (not
1-2 days each).

MI8

Consolidated Telephone Score (Satisfaction)

65%

Data input to survey monkey by LBB and
extracted into excel by CSO, who manually create
the table of mystery shopping data.

The mystery shoppingactivity usually takes 1-2
days per month to process for all categories (not
1-2 days each).

Total volume of contact (broken down by channel, activity and
customer profile)

Face to face
Telephone
Web

Email

Letters

Volumes for:
Emails —2787
Letters - 51

Faceto face—
20,676

Telephone - 245456

Completed web
forms
(Authority) 47

Current volumes for email and letters taken from
FirstContactemail statistics on CRM; face to face
visitor statistics from Lonsto; telephone volumes
from Ciscoand web volumes from Jadu.
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Indicator

Measure

Current
Performance

Method of collation

45
(Q3 data)

No data for
customer profile.

MI9 Website unique visitors 326,510( Q3) AW stats —standard reportingon server log.
MI10 Number of active e-forms 100 (end of Q3 - Jadu reporting— run standard query
December)
MI11 Footfall (Barnet House) Data automatically generated by the Lonsto
9712 (Q3) . .
systeminstalled atboth sites
MI12 Footfall (Burnt Oak) 10964(Q3) Data au.tomaticallygener;ilted by the Lonsto
systeminstalled atboth sites
MI13 Number of MP and members enquiries A combination of CRM reports and manual file
147 (Q3)
checks
Mi14 Number of complaints atstagel 240 (Q3) CRM report
MI15 Number of complaints atstage 2 32 (Q3) CRM report
MI16 Number of complaints atstage3
5(Q3) CRM report
MI17 Number of Local Government Ombudsman investigations initiated 19 (Q3) CRM report
MI18 Percentage of complaints upheld at each stage (as a percentage of CRM report
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Indicator

Measure

Current

Performance

Method of collation

the total)

MI19

Electoral Registration

90-95% of properties within the Electoral Boundary accurately

entered onto the register

Not currently
monitored

Draft —to be discussed during mobilisation

MI20

Electoral Registration

Registration completion rates

Not currently
monitored

Draft —to be discussed during mobilisation

Mi21

Electoral Registration

Percentage of 16 - 17 year olds included on the register as a
percentage of the total population ofthat age group

Not currently
monitored

Draft —to be discussed during mobilisation

Mi22

Electoral Registration

Recorded errors on the register (number and nature of clerical
errors recorded at the lastmajor election/annually)

Not currently
monitored

Draft —to be discussed during mobilisation

MIi23

Electoral Registration

Number of voters registering online, via text (SMS), via post(1stor
2nd mailshot) and how many voters followinga visitby an officer
(canvasser).

Not currently
monitored

Draft —to be discussed during mobilisation

Mi24

Electoral Registration

Time from receiving an electoral registration application to
confirming (to applicant) acceptanceor refusal for addition to
register

Not currently
monitored

Draft—to be discussed during mobilisation

MI25 P t f web dated inthe last thb i Not tl . . S
ercentage of web pages updated inthe lastmonth by service o Furren y Draft—to be discussed during mobilisation
monitored
MI26 R t of all broken link th bsite b i Not tl . . A
eport of all brokenTinks on the web @by service © Furren y Draft —to be discussed during mobilisation
monitored
MI27 Percentage of calls successfully transferred to back office when 32% No robustway of measuring back office transfers

currently available. To be superseded by case
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Indicator

Measure

Current
Performance

Method of collation

required.

management.

MI28 Number and % of customers with 20+ contacts per year No data — not To be developed following CRM system
currently captured implementation.

MI29 Number and % of customers with 2+ contacts per case No data — not To be developed following CRM system
currently captured implementation.

MI30 Number of unique customers No data — not To be developed following CRM system
currently captured implementation.

Mi31 Report by subject, reason and type where mediated contact has | No data— not To be developed following CRM system
increased by more than 5% currently captured implementation.

MI32 Number of customers on the citizen index/single customer account | No data— not To be developed following CRM system

currently captured

implementation.
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