
‘Voice of the Customer’

Presentation to Policy & Resources 
Select Committee

19th April 2012

James Strachan and Michelle Smith



Today’s presentation

• Highlight some current ‘Voice of the 
Customer’ workstreams

• Look at consultation in particular
• Seek Members’ views on arrangements



Corporate context



Customer interaction with 
Hampshire County Council

Different methods
• Face-to-face contact
• Meetings
• Telephone
• Letters, emails, tweets…
Different reasons
• Consultations, surveys
• Complaints, compliments
• Petitions, deputations, examinations
• FoI requests, fault reports, suggestions…



This creates large amounts of data…



…which must be analysed…

Huge spike in 
claims with severe 

weather in 
January 2010

Growing numbers 
of claims each 

winter



…so that improvements can be made

Conclusion: 
underlying 

condition of roads 
had become an 

increasing 
problem – solution 
is a preventative 

strategy 
(Operation 
Resilience)



‘Voice of the Customer’ objectives

• Provide customers with clear information
• Provide appropriate service access channels 
• Actively engage with customers to identify 

service needs and drive customer-focussed 
improvements (in line with Equality actions)

• Identify efficiencies in service costs and 
productivity



Some ‘Voice of the Customer’
workstreams

• Audit of internal guidance and standards
• More customer-centric performance 

measures
• Data collection, analysis and re-use
• Surveys
• Consultations
• Stakeholder Engagement Schedules



Consultation types

• Statutory/discretionary
• Regular/one-off
• Council-wide/Service-specific
• Prior to decision/monitoring the effect of 

a decision



Consultation practice



Consultation: factors to consider

• Timing
• Method
• Language and communication
• Legal platform
• Analysis
• Feedback



Consultation: factors to consider

• Timing
• Method
• Language and communication
• Legal platform
• Analysis
• Feedback

•At the right point in the 
decision-making cycle

•Sufficient time for responses, 
analysis, feedback and 

communications
•Clear timetable, including when 

decision and feedback will be 
published



Consultation: factors to consider

• Timing
• Method
• Language and communication
• Legal platform
• Analysis
• Feedback

•All consultations available online
•Other methods suited to 
audience – eg focus group, 

telephone survey, workshop
•Accessibility and equality

•Gather relevant/useful data in 
standard format so that it can be 

anonymised and re-used



Consultation: factors to consider

• Timing
• Method
• Language and communication
• Legal platform
• Analysis
• Feedback

•Plain English
•Minimal jargon

•Other languages and formats?
•Opportunity to explain issues 
and reasons for consultation

•Open questions
•Clear instructions on how to 

respond



Consultation: factors to consider

• Timing
• Method
• Language and communication
• Legal platform
• Analysis
• Feedback

•Legally sound process
•Clear about status of 

consultation
•Data protection compliance



Consultation: factors to consider

• Timing
• Method
• Language and communication
• Legal platform
• Analysis
• Feedback

•Read responses and analyse 
what they say

•Assess whether the decision 
needs to be changed

•Think in advance about likely 
reactions when decision is 

published



Consultation: factors to consider

• Timing
• Method
• Language and communication
• Legal platform
• Analysis
• Feedback

•Prepare data for publication
•Publish in decision-maker’s 

name
•Prepare and implement 

communications plan



Stakeholder Engagement Schedules



Questions and Discussion


