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WHAT BENEFITS WILL THESE PROPOSALS BRING TO COPELAND RESIDENTS? 
 
The Customer Service Strategy sets out how the Council will meet the needs of 
communities, visitors and businesses and ensure that we maintain a focus on providing 
high quality, relevant and easy to access services across the whole of Copeland.  
 
 
WHY HAS THIS REPORT COME TO THE EXECUTIVE? 
(eg Key Decision, Policy recommendation for Full Council, at request of Council,etc.) 
 
The strategy is an integral part of the Council’s Policy Framework.  
 

RECOMMENDATIONS: 
 
It is recommended that                                                                               
 
Executive agree the principles within the strategy and adopt the Customer Service 
Strategy for 2012-2015.   
 

 
 
1. INTRODUCTION 
 
1.1 The Customer Service Strategy (CSS) has been developed at a time of 

unprecedented change and challenge for the Council.  
 

1.2 The CSS reflects the current climate while providing a framework which ensures 
that despite this climate, the Council ensures that it maintains its focus on 
providing high quality, relevant and easy to access services across Copeland and 
meets the needs of our communities, visitors and businesses.  

 
1.3 The CSS outlines the Council’s approach to customer services and how we will 

ensure that our services meet customer needs going forward.  
 
 



2. PROPOSALS 
 
2.1 The CSS is accompanied and by an overarching vision to be “A customer focused 

organisation providing a quality experience which places the customer at the 
heart of everything we do” and how this will be applied across the whole 
organisation by every member of staff, every Elected Member and every service.  

 
2.2 The CSS recognises the importance of multi-agency partnership working and 

outlines how we will commit to working with partners across all public services.  
 
2.3 The CSS recognises the varying ways customers want to contact us and access 

our services and offers choice. The CSS sets out an approach to ‘channel 
management’ which is based on customer needs while recognising the potential 
benefits and implications of the ‘digital by default’ approach of other service 
providers.  

 
2.4 Furthermore, it highlights in more detail the Council’s approach to face to face 

service delivery, delivering services by telephone, delivering services via the web 
and postal communication.  

 
2.5 The CSS also sets out the Council’s approach to accessibility. 
 
2.6 The delivery of the CSS will require appropriate investment in service design, 

technology, customer service locations and staff. Each year an action plan will be 
developed that sets out the very actions and investment needed to turn the 
strategy into a reality.  

 
 
3. ALTERNATIVE OPTIONS TO BE CONSIDERED 
 
3.1 Executive could choose not to adopt the CSS.  

 
4. CONCLUSIONS 
 
4.1 Members are advised that the CSS is fundamental to the Council’s future 

operating model and ensuring that there is clear direction and a robust approach 
to meeting customer need in the challenging years ahead.  
 

4.2 Executive is asked to agree the principles outlined and adopt the CSS in order 
that its implementation can commence with immediate effect.  

 
 
 
 



5.     STATUTORY OFFICER COMMENTS  
 
5.1 The Monitoring Officer’s comments are: No further comment 
 
 
 
5.2 The Section 151 Officer’s comments are: No further comment 
 
5.3 EIA Comments 
 

The CSS has been developed taking into account the Council’s Single Equality 
Scheme. The CSS recognises the Scheme’s objectives and how it will support 
those.  

  
5.4 Policy Framework Comments  
 

The CSS is a fundamental part of the policy framework in its own right. However 
it will also be the basis for wider and joined-up strategy and policy development, 
delivery and decision making.  

 
5.5 Other consultee comments, if any: 
 
 
6.      HOW WILL THE PROPOSALS BE PROJECT MANAGED AND HOW ARE THE RISKS 
GOING TO BE MANAGED? 
 
6.1 The proposals will be project managed by the Transformation Programme 

Manager and reported to Corporate Leadership Team and Executive.  
 
6.2 Risks will be added to the Council’s Risk Register which is monitored quarterly by 

CLT.  
 
7.      WHAT MEASURABLE OUTCOMES OR OUTPUTS WILL ARISE FROM THIS REPORT? 
 
7.1 The implementation of the approaches and objectives outlined in the CSS.  
 
 
List of Appendices  
 
Appendix A – Copeland Borough Council Customer Service Strategy 2012-15 
 
List of Background Documents: 
 
 








































