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REPORT OF THE LEAD MEMBER FOR HEAD OF CUSTOMER SERVICES



TO THE LEAD MEMBERS FOR CUSTOMER & SUPPORT SERVICES


ON Monday, 7 February, 2005


TITLE : Think Customer Progress Report


RECOMMENDATIONS :

Members are asked to note the excellent progress made to date within the Think Customer iniative

Members are asked to consider and agree the proposals for proposed new Think Customer themes


EXECUTIVE SUMMARY :

This report provides a summary progress report in respect of the Think Customer services improvement programme. The pilot work programme involving seven business areas was aimed at direct customer facing front line services engaged in providing the first point of contact to Citizens using telephone, face to face, Internet and paper channels, and from there examining how back office services should also be re-engineered


BACKGROUND DOCUMENTS :

(Available for public inspection)

Think Customer Report to Cabinet (28 January 2004)

Think Customer 50 day progress report (11 May 2004)


ASSESSMENT OF RISK:

Think Customer is managed to Prince 2 standards, full risk log is maintained and managed within those standards

	


SOURCE OF FUNDING:

Through existing Directorate Revenue Budgets

	


COMMENTS OF THE STRATEGIC DIRECTOR OF CUSTOMER AND SUPPORT SERVICES (or his representative):

1. LEGAL IMPLICATIONS



Provided by :As appropriate within existing themes

2. FINANCIAL IMPLICATIONS


Provided by :n/a

PROPERTY (if applicable):

n/a

HUMAN RESOURCES (if applicable):

HR representatives are engaged with Think Customer iniative through the Think Customer Programme Board

	


CONTACT OFFICER :

Martin Vickers


WARD(S) TO WHICH REPORT RELATE(S):

ALL WARDS


KEY COUNCIL POLICIES:

Best Value; Crime & Disorder; Health; Housing Strategy; Information Society Strategy; Modernising Local Government; Social Exclusion; Strategy for Children & Young People; e Government; 


DETAILS (Continued Overleaf)

as per attached report to Cabinet (agenda item on 8 February 05)
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