
best practice in e-services

optimising customer insight - transforming services 

improving performance



UK local government

common challenges

national initiatives

regional perspectives

local priorities

• 388 English local authorities in 9 

regions

– to become 354

• 32 Scottish local authorities

• 22 Welsh local authorities

• 26 Northern Irish local authorities

• plus specialist authorities for national 

parks, fire, etc

Northern 
Ireland



sharing knowledge and experience to meet 

the challenges

an evolving story……………..

e-government – 2000-05

white paper – 2006

• focusing on the customer

• empowering front line staff

• enabling shared and partnership 
services

• improving services and 
performance

service transformation agenda - 07

national improvement framework

comprehensive area assessment 08

• area + organisation

national initiatives:regional perspectives:local priorities



harnessing local intelligence
then

• esd-toolkit set up by local authorities in response to 

challenge of e-government in 2000 – continuously evolving:

– a common model built around standard lists and 

methodologies

– shared ongoing development of functionality, resource 

base, evidence chest, reporting, analysing and 

benchmarking

– collaborative network of communities – online/face to 

face

now

• optimise customer insight to:

– drive service transformation and target resources

– realise efficiencies and improve  performance

– by harnessing the power of your information



designed and built by local government 

– continuously evolving

• a multi-faceted community

• shared 

– knowledge 

– resources 

– collaboration

• common model

• live online and face to face



organisation 

• 19,000 + registered users – includes all LAs

• 85+% have their own web space and model

• 10 toolkit local communities

• working groups – thematic

• accredited toolkit practitioners

– training, peer support, beta testing

• stakeholder group, programme board

– development – engagement - controlled lists, core content + 

standards



the story so far…..

• bringing various audiences together

• cross initiative working

• broadening involvement in collaboration

• recognised as a model and a mechanism

• working with local authorities to deliver real 
practical outputs to help local government and 
partners to: 

– harness intelligence

– build capacity

– share knowledge

– evidence progress

– achieve outcomes





customer 

architecture

Services

Customer 

Satisfaction

local government 

business architecture

Customer Profiling

Customer take up

service 

architecture

Activities

Powers and Duties 

– Council Function

Local Government 

Services 

Cost, assets, 

profession

Customer Needs

Common 

Processes
Feedback

performance management

evidencing improvement

transforming the business 

changing ways of working



optimising customer insight

Ability to map profile data 

to the Local Government Service List 

to interaction type 

to access channel

to identify cost to serve

• profile groups and types  - attributes and propensities

• income, IMD ranking, 6 health measures

• profile mapping – ward to household

• profile comparison

• transaction analysis

• service profile

• cost modelling - propensity to migrate channels

• service transaction costs

• ability to benchmark, measure, evidence and compare! 

• SUSTAINABLE!!!!!!

• DOCUMENTED METHODOLOGY AND REPORTS

optimising customer insight – in my 
local authority



drilling down to detail

Authorities with 

licensed data can 

zoom in on one area

Map shows main 

profile group/type in 

each area.



mapping service records 

to customer profile group/type



make up of the local community



how customer profiles use services

Library 

services Council Tax

Freedom 

Pass Planning

Recycling & 

Refuse 

Additional 

services

Adult Social 

Care

Refuse -

Failure 

Demand

Housing 

benefits & 

Council Tax 

Benefit

Disabled 

parking 

permits

Business 

Rates

Housing 

Services

A 57% 25% 4.60% 2.40% 4% 2.30% 2% N/A 0.94% 0.61% N/A

B 30.40% 51.10% 2.80% 1.03% 5.10% N/A 2.90% 3.60% 0.72% N/A N/A

C 58% 24% 5.40% N/A 3.10% 4.35% 0.48% 1.41% 1.26% N/A N/A

D 34% 43% 1.46% N/A 4.40% 2.20% 1.5 9% N/A 3.90% N/A

E 36.3 40.55 2.07% N/A 2.70% 3.50% 0.50% 8.08% 0.90% 3.30% N/A

F 20.10% 41.10% 3.06% N/A 0.85% 3.30% N/A 17.20% 1.15% 2.20% 6%

G 5.60% 17.9 N/A N/A 1.70% N/A 0.73% 6.80% N/A N/A 0.44%

H 32% 42% 4.70% N/A 3.30% 1.78% 1.49% 9% 3.31% N/A 1.80%

I 30.28 36.10% 5.80% N/A 1.24% 9.10% N/A 9.02% 3.10% N/A 4.40%

J 44.20% 30.62 5.10% N/A 3.80% 7.50% 0.84 4.06% 1.49% 0.97% 1.32%

K 5.40% 62.30% 1.08% 7.31% 11.60% N/A 7.40% 1.60% N/A 0.93% N/A



understanding and comparing

What types of people live in a 

local authority area?

What services do they 

use through which 

channels?

• trend analysis

• comparison with other LAs

• download of citizen profile data/offline use



profiling to view similar authorities

Interactive map

http://www2.esd.org.uk/mappingdemo/NearNeighbours.aspx
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LG Business Model

Customer 

Insight
Services 

(PSSL)

Public 

Sector 

Resources
Understanding 
what services 
and how best to 
provide them

Understanding 
how best to 
deploy the 
limited resources

esd-toolkit’s LGSL

Performance management 

Business Improvement

C
u
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r 
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Meet prioritised customer needs with best use of 

resources



Performance management

Business 

improvement

Customer insight

Cost architecture

Customer

Need Structure

RolesActivity

Process

Services Organisation

Circumstances

Power/dutyContact 
channel

NI’s

Eligible Provides



standard services and channels list



Service information



Core information – shared knowledge

Local intelligence



360 view –

understand your customer

• overlay service intelligence                   

with customer intelligence
• target resources

• tailor services to meet the needs of the citizen

» improving the experience of the citizen

» reducing cost to serve

» realising efficiencies



Service Managers 

- understand 

services and 

manage resources 

more effectively

Information/Data 

Management –

consistent gathering, 

management and 

enables sharing

Performance 

Managers – local info 

system – access to 

corporate service 

and customer data 

and knowledge

Consultation –

supports consistent 

measurement of 

information gathered

from surveys –

enables contextualised 

benchmarking

Customer Services –

deliver customer 

focused proactive, 
convenient services –

improve satisfaction

Toolkit – framework 

of standards, 

community of best 

practice and 

knowledge base

Communications –

target and send 

the relevant 

message in the 

correct way

Transformation –

improve service 

delivery whilst 

reducing cost

Finance –

cost to 

serve and 

evidence 

efficiencies 

Strategy and Policy –

intelligence and 

evidence to support 

improved decision 

making and managing 

impact of change

Web –

content 

and 

navigation

CRM and CMS

LLPG

Household Demographic 

Data

Channel Volumetrics

Cost to Serve

360 corporate implementation of toolkit

Framework will

enable corporate 

consistency in data

gathered – will also

act as a tool to

manage data.

Corporate tool 

for holding and

analysing Customer 

Satisfaction data 

mapped against

service/channel/

cost/ptn

etc

Improving the 
management and 

delivery of services

Identifying 
wastage and 
duplication

Making services 
more convenient , 

accessible and
proactive

• eip• Co-ordination of 
information across 

systems
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drivers for transformation -

national improvement framework



data interchange hub

• to ensure that local authorities have all the 
information that they need to gauge their own 
performance against the national indicators

• to aid analysis and policy making, facilitate 
benchmarking and reduce unnecessary 
repetitive data inputting

• the Hub gathers published information on 
performance against the national indicators from 
across government to provide a one-stop 
location for all stakeholders. 

• an open source shared with Government Offices, 
other government departments and local 
authorities.



the Hub

28

CSCI 

OFSTED

OGDs

Oldham

Places dB

DCSF
DCLG

ONS
Audit

Commission

LAs

LSPs

Hants CC

& Districts

LSPs

SW -ID

The Hub

Lancs CC

& Districts

LSPs

Wigan

Cumbria

Existing Pilots
North West Pilot

GOs

GO NW

Author : M Stone v 1.7 16.06.08

HCC

Regional

Sub Regional

Hubs

NeSS Hub

Internet

Early Adopters

Live 
24/04/08

Live 8/4/08

Live

interchange of national indicator data 



• LIS are local windows which drive 

performance

• Key characteristics

• Data from a range of local partners 

• More up-to-date and/or at a finer  

geography

• Socio-economic data and 

performance management data

• Informs strategy development and 

performance monitoring locally 

• Can help inform citizens
http://lilac.chesire.gov.uk

Local information contributing to 

national indicators

http://hull.localknowledge.co.uk/



linking national indicators 

to service information



identifying potential exclusion

• where they live and their 
service take-up

• particular analysis for:



making the links



solutions4inclusion

a community portal with access to:

more than 800  best practice examples of projects that use 
technology to enhance social inclusion

• search by
– performance indicators

– excluded groups 

– exclusion problems

• raising awareness and encouraging creativity 

• embedding digital inclusion into strategic planning and performance 
monitoring processes

• providing automatic updates about new projects that meet your 
search criteria



national information                             

– local intelligence

DirectGov – Local DirectGov

• ability to view

– which customers - where

– access information and 

transactions for local government 

services

– compare against national picture

– compare against local information



Who is asking for what



optimising 

customer insight

Services

Customer 

Satisfaction

putting it all together

Customer Profiling

Customer take up

transforming the 

organisation

Activities

Powers and Duties 

– Council Function

Local Government 

Services 

Cost, assets, 

profession

Customer Needs

Common 

Processes
Feedback

evidencing & implementing 
improved services and 

performance

involving the citizen

changing ways of working

building capacity





optimising 

customer insight

Services

Tell us once

complementary working

Customer Profiling

solutions4inclusion

transforming the 

organisation

LSP/LAAs

LGBM

EDPM 

Places

Customer Needs

NLPG
information4citizens

evidencing & implementing

NI tree - Hub – LIS - GovConnect

involving the citizen

building capacity

Cost architecture
Contextual 

benchmarking

customer insight 

working group

LocalDirectgov

DI + data sharing advisors

DC10+
BeaconsADD ME!

business improvement 

working group

Performance working group

e-Delivery Team



shared value

• recognised model of local government

• key architecture and information 

resource

• knowledge sharing, analysis, 

benchmarking, evidencing, reporting

• collaborative community

• engagement framework

• capacity for continuous evolution



www.esd-toolkit.org

rosi.somerville@idea.gov.uk

http://www.esd-toolkit.org/
http://www.esd-toolkit.org/
http://www.esd-toolkit.org/

