
PERFORMANCE SCRUTINY PANEL – 12TH DECEMBER 2017 
 

Report of the Strategic Director of Corporate Services 
 

 
ITEM 7 ON-LINE CUSTOMER EXPERIENCE 
 
Purpose of the Report 
 
A report by the Strategic Director of Corporate Services providing an update on the 
report of 4th July 2017 in respect of the On-line Customer Experience (OCE) Project.  
 
This original report can be accessed by the following link: 
 
http://info/sites/Performance_Panel/20170704/Published%20Items/PSP%2004%20J
uly%202017%20Item%2011%20Online%20Customer%20Service.pdf 
 
Business Plan target 
 
The 2017/18 Business Plan requires that five customer journeys are created for on-
line use in each quarter.  As at 30th September 2017 a total of 22 forms had been 
delivered; therefore the target for the full year has now been achieved. The customer 
journeys placed on-line to this point in 2017/18 are: 
 
Live 2016/17 (total 4) 
 

 Report a missed bin – general waste 

 Report a missed bin – recyclates 

 Report a missed bin – garden waste 

 Report fly tipping  
 

Live 2017/18 (total 10) 
 

 Apply for the garden waste service (5x separate journeys) 

 (Apply for the Harborough DC garden waste service) 

 Report a street nameplate issue 

 Report damage to a bus shelter 

 Report an obstructed pavement 

 Report an abandoned vehicle 
 

Complete, in test environment 2017/18 (total 12) 
 

 Access Pest Control service (4x separate journeys) 

 Report a dead animal (on the highway) 

 Report a dog fouling issue 

 Report a pollution issue 

 Report a food hygiene issue 

 Report an animal welfare issue 

 Report a planning issue 

 Report a housing or drainage issue 

 Report a build control matter  
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It should be noted that some variance of journeys actually completed, to those that 
should have been completed according to the plan presented in July exists. This is to 
be expected given specific technical of business process issues that may exist within 
individual journeys.   
 
Other matters 
 
Extracts of the Project Executive’s report presented to the Customer Service 
Programme Board also noted the following aspects of the OCE Project: 
 

 Good progress was being made with the delivery of booking system which will 
be key to delivering on-line customer journeys for the sports and active 
recreation service (and is potentially valuable for other services where a 
booking is required); this is planned for implementation prior to the release of 
the Easter holiday activity programme 

 it is necessary to focus on the replacement of our pre-existing Firmstep forms 
prior to the end of contract at 31st December 2017 (many of which relate to 
internal, rather than customer, activities); this work is progressing satisfactorily 
but resource limitations have required other areas of work to be deferred  

 Resourcing remains a key constraint and it has not been possible to recruit to 
the ‘developer role’ as yet; one factor in this may have been the fact that the 
role was only advertised on an interim basis: 
 

o However, going forward the Customer & Information Services 
restructure is nearing completion and it is hoped to restart the 
recruitment process on the basis of a permanent role.   

o In the interregnum use of agency and consultancy staff will be 
considered to avoid material delays in project progress. 

 
The key next steps for the OCE Project were noted as: 
 

 Recruitment of a ‘developer’ resource (with skills in Java, SQL, web 
development, etc) as noted above: 
 

o Immediate – via agency or consultancy 
o Permanent role – start date likely Spring 2018 

 

 A planning exercise to develop a more detailed set of objectives for Calendar 
year 2018 +. 

 
o Existing planned set of activities runs forward into March 2018; the new 

plan will refresh Jan-Mar 2018 activities and roll forward new activities 
into early 2019 

o A ‘planning day’ is scheduled on 14th December 2017 with a view to 
presenting the 2018 plan to the Customer Service Programme Board at 
the January meeting 
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Conclusion 
 
As could be expected, a Project of this scale and nature could be expected to be 
subject to technical and resourcing issues. Overall however, progress is considered 
satisfactory. 
 
Background Papers:  None 
 
Officers to contact:   Simon Jackson 
     Strategic Director of Corporate Services  

Telephone: (01509) 634699  
     Email: simon.jackson@charnwood.gov.uk  
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