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The challenge

To improve people’s quality of life 

goals by optimum allocation of 

finite resources.

How can user profiling help?



Local Government Business Model



Outcomes and related services

National Indicator Tree View
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Approach

• Target services where they will have the biggest 

impact

• Rationalise services delivered by different 

agencies/departments to the same customers

• Support the access channels which customers 

will accept and are cost efficient



Useful ways of grouping citizens

• Precise characteristics

eg smoker, recently widowed, acquired disability

Apply predictive analytics to produce service/intervention plan

• Broad characteristics

eg affluence, tenure, ethnicity, age band

Predict needs and service demand from broad trends

• Composite profiles based on neighbourhood

eg symbols of success, welfare borderline, urban intelligence

Target services and channels by neighbourhood



Composite profiles by neighbourhood

Edinburgh – Predominant profile group by ward



Using composite profiles in a CRM

Use the customers address to derive likely profile 

and:

•Suggest other relevant services (= “baskets of 

services”)

•Make customer aware of other channels to which 

she/he might be amenable



Profiling services and channels



Service profiles & propensity

Web profiling of Local Directgov web statistics

Establish the propensity of each profile type to 

use each service and channel

http://www.esd.org.uk/esdtoolkit/Tree/Root.aspx?Tree=LGDL&ServiceID=36&Function=LdgProfiling
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Social care services

Housing benefits Care at home Free school meals



Environment services

Garden waste Litter removal Recycling sites



Older people bus pass enquiries & 

applications

More affluent older people are more likely to claim their 

entitlements



Questions answered by profiling

• Which services should we web enable next?

• Where should we place our walk-in contact 

centres?

• Are we serving “hard-to-reach” groups?

• Which citizens should be target to have most 

impact on an indicator?

• How do we communicate with target groups?



Shared learning

Service propensity 
from profiling by 
some municipalities

Hot/cold map showing 
likely demand in 
another municipality



Further work on need

• How do we measure need?

• How do we determine the impact of 

each service on addressing need?

• What citizen characteristics correlate 

with what needs?



Further information

• SCRAN Research Briefs: 

– Standards for classifying services and related 

information in the public sector

– Customer profiling to target service delivery

• Mike.Thacker@porism.com

• Sheila.Apicella@esd.org.uk – esd-toolkit customer 

profiling work group manager

• Rosi.Somerville@idea.gov.uk
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