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Introduction

The service plans are a key component of Three Rivers District Council’'s corporate planning process.
They describe our ambitions, priorities, targets and how each service area is working towards
delivering the Councils’ themes detailed in the Council Plan. They are reviewed and updated annually
considering budgets, performance, internal and external factors, arising throughout the year.

Service Plans are monitored in the following ways:

e Through regular discussion between, service heads, managers and their teams.

o Key Performance Indicators are reviewed by the Corporate Management Team on a quarterly and annual
basis.

e Mid-year review of service plans alongside Performance Development Reviews.



SERVICE OVERVIEW

The Customer Experience Service is a central corporate service encompassing how our customers interact and
engage with the Council and all the services we provide. The service is specifically responsible for:

» Corporate Communications & Digital Services
e Customer Service Centre
 \Watersmeet Theatre

In addition, the service is responsible for the Council wide implementation of the Customer Experience Strategy, which
influences the way the Council interacts with its customers to deliver a first-rate customer service.



SERVICE OVERVIEW

Corporate Communications & Digital Services

Strategic coordination and day to day operational management of proactive and reactive communications both internal
and external across all the Council’s communications channels and platforms.

» Press office - point of contact for media enquiries

» Copywriting and promoting the Council’s activity and messages

» Guardian of the Council’s branding and style guide

* Managing the Council’s social media accounts

» Development of the Customer Relationship Management platform and digital transformation
» Customer engagement, public consultation and data analysis

+ Website, online services and intranet contract management and content updates



SERVICE OVERVIEW

Customer Service

Provision of a front-line customer enquiry and administrative service for the Council on behalf of all departments

including:

e Operation of the Council’s telephone contact centre, general enquiries email and face to face Visitor Centre at
Three Rivers House and Healthy Hub services across the district

e To process, handle and manage online enquiries via the Council’s website and email system

e Support all service departments in identifying and implementing service improvements with customer contact and
engagement

e Management of Corporate Compliments & Complaints processes

e Contract Management of the Council’s outsourced standby (out of hours emergency) service

e Provision of administrative support across Council services

e Administration for the Council’s Freedom of Information (FOI) obligations

e Planning and coordination of council wide Learning & Development



SERVICE OVERVIEW

Watersmeet Theatre

Watersmeet serves as a cultural hub for all our communities through its programme of live theatre, music, comedy,
children’s performances, films and events.

« The programme is designed to reflect the broad range of tastes and interests of local people
» To be a vibrant entertainment hub for the community

« The venue strives to provide financially viable and affordable arts entertainment and community hire facility for the
residents of Three Rivers and beyond

« Watersmeet delivers an inclusive and engaging programme of events that appeals to a broad demographic

BUDGET



SERVICE PURPOSE AND CORE FUNCTIONS

Council Plan Theme

Service’s contribution to the Council Plan Theme

Healthy, safe and thriving
communities

A green and sustainable future

Corporate Communications & Digital Services

The Communications and Digital Services Team supports a wide variety of community-based events and activities led by
teams within the Council and across the district.

The team promotes available funding and support to audiences across all its corporate channels.

Surveys for customer engagement are produced by the service, including the Annual Residents’ Survey — which is also
promoted and analysed by the team.

The Council’'s website has an accessibility tool, pages are regularly updated and is disability compliant (Regulation
WAG2.2) scoring above the sector average.

The Communications and Digital Services Team supports a wide variety of Council led environmental policies, initiatives,
events and activities through innovative communications including video, audio, text and social.

The service continues to improve digital access to Council services and digitalisation of paper forms, reducing the carbon
footprint of both residents and the Council itself.

The team promotes available grant funding and support around home and business energy efficiency to audiences
across all its corporate channels.

Surveys for customer engagement are produced by the digital service, including Annual Residents’ Survey — which is also
promoted and analysed by the team.



SERVICE PURPOSE AND CORE FUNCTIONS
Service’s contribution to the Council Plan Theme

Corporate Communications & Digital Services (continued)

The Communications and Digital Services Team supports all economic development projects led by or involving the
Council through promotional and technical activities.

The service supports local business activities through work with partner organisations, including local chambers of
commerce, the Local Enterprise Partnership, other local authorities as well as individual businesses. The service areas
produce a Business Newsletter which residents and businesses can subscribe to in order to receive relevant content, in
addition to regular content across the Council’s corporate communications channels including the website, other
newsletters and social media platforms.

The Communications and Digital Services Team also supports the ongoing development of the Three Rivers Local Plan,
through promotion of all key stages of the plan’s lifecycle, include public consultations.

A prosperous and vibrant
district

Promoting Council led initiatives and activities and ensuring proactive communications whilst reacting quickly and

effectively to unforeseen events.

Through proactive, innovative and diverse Council communications and digital services, the service area shows the

Council Plan in action.

Providing the Council’s elected and corporate leadership with communications support for both internal and external

platforms to reach a diverse audience across the district and further afield.

Providing digital support to corporate leadership teams and elected members as required. Providing communications and
A well-run council digital support for internal communications including leading the regular large-scale Staff Day events and support external

meetings between the Council and partner organisations.

Surveys for customer engagement are produced by the digital service, including the Annual Residents’ Survey — which is

also promoted and analysed by the team.

The Communications and Digital Services Team is instrumental in the development and transition towards Local

Government Reorganisation, leading on corporate and internal communication and engagement and working hand in

hand with partners across the county, district and borough councils.



SERVICE PURPOSE AND CORE FUNCTIONS

Council Plan Theme

Healthy, safe and thriving
communities

A green and sustainable future

A prosperous and vibrant
district

A well-run council

Service’s contribution to the Council Plan Theme

Customer Services

Provision of administrative support across Council services.

Manage the Council’s outsourced standby (out of hours emergency) service.

Service signposting and regular attendance at the Healthy Hubs to assist customers to widen accessibility for the
customer experience.

Promoting the website and online services to all customers to reduce the need for customers to contact the Council
through phone or email as the information is available to them directly.

Ensuring customers are aware of the email notification service to reduce the need for hard copies of Council information
and promotions thereby reducing postage costs.

The Customer Service Centre supports council departments by providing residents and businesses with a clear first point
of contact. The team helps with enquiries about local services, opportunities, and events, ensuring that information is
accessible to all. In doing so, the customer service team promotes inclusive communities, encourages participation, and
supports the council’s wider council plan.

Provide administrative support across Council services to assist Departments in delivering their service to customers.
Review Compliments & Complaints policy and learning, implementing changes where necessary.

Continue to invest in staff development and training and promote CSC Academy. Answering a variety of enquiries via
phone, email and face to face regarding Council services.

Continue to answer 90%+ of Council enquiries at first point of contact.

Ensure call wait times are kept to a minimum, not exceeding 10 mins, improving experience for those who can only use
phone contact. Responsible for ensuring that staff request for training and development once approved are booked. In
addition, review and update e-Learning for council staff and manage mandatory training for staff to ensure that the council
is compliant.



SERVICE PURPOSE AND CORE FUNCTIONS

Service’s contribution to the Council Plan Theme

Council Plan Theme

Healthy, safe and thriving
communities

A green and sustainable future

A prosperous and vibrant district

A well-run council

Watersmeet Theatre

Delivering the film programme to include more frequent relaxed performances targeting neurodiverse customers, those with additional
needs or with disabilities, and those with daytime childcare responsibilities.

Delivering a programme that caters for minority groups and underrepresented communities in the district.

Maintaining and developing the accessibility provision including, infrared hearing loop system, signed performances, relaxed
performances, touch tours, and accessible lift and toilet.

Providing local students with work experience opportunities allowing them to develop their knowledge of the industry.

Encouraging schools to utilise the venue for their productions or to attend film screening day trips in order to provide a real-life theatre
experience to their students.

Inspiring local community groups to take advantage of the lower hire rates for charity organisations in order to increase their
engagement with the community.

Implementing the venue’s sustainability delivery and route to net carbon zero plan.
Continuing to invest in sustainable technologies, replacing end of life equipment and infrastructure with energy efficient alternatives.
Giving emphasis to procuring sustainable products and sourcing from local suppliers.

Providing attractive packages to host local business events.

Developing relationships with closed user groups such as the MOD to increase sales on those shows that are not performing as well
as others. We can provide their employees exclusive access to special offers and discounts that are not generally available to the
public who may have paid a higher price for their ticket.

Working with other Council services to expand audience reach.

Supporting local community and amateur theatre groups by offering affordable rates for multiday hires.

Nurturing the relationship with the Friends of Watersmeet to extend volunteering.

Developing and enhancing customer touchpoints.

Expanding package offers that turn a night out into an occasion.

Achieving consistently high customer satisfaction results.

Responding promptly to customer feedback.

Continuing to invest in staff development and training.

Delivering against the Customer Experience Strategy action plan objectives.



PROJECTS

Project Additional Capital

or Revenue cost
and/or saving

Council Plan Description & Project Start Date Projected End Internal/External

SUEHEEE Proposed (Month/Year) Date (Month/Year) Partners

Outcome(s)

Theme

To develop a more
regular podcast

series highlighting * Platform
the council’s work provider
across all service *  Guest speakers No additional
A well-run council Podcast Platform areas, for internal April 2026 November 2026 from diverse :
budget required.
and external use. To partner
trial and select the organisations
most suitable
podcast editing and
publishing platform.
To develop a
chatbot function on
. the main website to i
A well-run council Cletioet service on reduce the number April 2026 December 2026 2Iie N addltlongl
TRDC website : Byte 9 budget required.
of calls and emails
to customer
services at TRDC.
, Customer i , Development of the Customer
AR Eelinel Experience Strategy Sxing AP A0S next 3 year strategy > el Experience Strategy



POLICIES AND STRATEGIES

These policies and strategies are scheduled to commence or undergo renewal in the 2026/27 financial year

Name of Policy or New or existing

Strategy Policy or Strategy Renewal date Additional comments

Policy or Strategy

Customer Experience

Strategy Strategy

Existing April 2026 Development of the next 3 year strategy



KEY PERFORMANCE INDICATORS TO SUPPORT THE COUNCIL
PLAN

Key Performance Indicators enable us to track how we are performing against our targets and over time. They are
reviewed quarterly and/or annually to ensure accountability and to drive continuous improvement.

KPI Title 2024/25 2025/26 2026/27 2027/28 2028/29
Actual Target Target Target Target

CXO01

CX02

CX03

CX04

CX05

CX06

Number of subscribers to GovDelivery
Service

Average customer satisfaction score for
online services (score 1 - 5) 1= very
unsatisifed, 5 = very satisfied

Percentage of customer enquires
submitted via the portal My.ThreeRivers

Percentage of calls with first point
resolution

Number of tickets sold for co-promoted
live shows at Watersmeet (incl.
pantomime)

Percentage of complaints received and
fully upheld at stage one, stage two and
ombudsman (LGSCO)

45,355

4.2

40%

96%

23,679

N/A

48,000

4.2

41%

90%

24,000

35%

51,500

4.2

42%

90%

24,500

32%

55,385

4.2

43%

90%

25,000

30%

59,260

4.2

44%

90%

25,500

30%



SERVICE VOLUMES

These are monitored internally by the individual service area and not reported on externally.

Description FIEIEEET] EOlEL Estimated annual Notes / explanation for estimated change
P volume for 2026/2027 | volume for 2027/28 P g

The 2026/27 Residents Survey follows a highly publicised LGR engagement
500 500 survey, and will run for a shorter period than 2024/25/ This may have a negative
impact on the number of completions — but is yet to be determined.

Completion of the Annual
Residents’ Survey

Improved communication across a broader range of channels is expected to
reduce the need for audiences to access the website directly to obtain information.
This supports the KPCXO01 increasing subscriptions to GovDelivery newsletters.

The planned introduction of live chat and chatbot functions over the next 18
Total unique visits to website 292,500 313,000 months is also likely to influence visitor behavior. In parallel with these
developments, continued monitoring of the website’s bounce rate is
recommended. The current bounce rate is 43.03%; by comparison, a rate of
around 40% is generally considered healthy. A lower bounce rate indicates that
visitors are engaging with the site and accessing multiple pages, while a higher
bounce rate may suggest that users are not finding the information they require.

Ensure call wait times are kept to a minimum, improving experience for those who
can only use phone contact. The planned introduction of live chat and chatbot
functions over the next 18 months is also likely to impact on call wait times.

Monitoring Call Wait times i S mean 0 240 mean average

average wait time wait time
Annual numbers of subscriptions across all newsletters is continuing in a positive
direction. However, a greater focus on boosting subscription to the council’s
residents’ newsletter, which although it has grown by 2% could benefit from greater
promotion to align its increase with those seen by the Bin Collections Newsletter.
Watersmeet currently has 23,000 subscribers, which is included in the projected
annual volumes for future years.

Number of Subscriptions on
GovDelivery Service (email 91,200 97,500
notifications)



RISK MANAGEMENT

Our Risk Register Summary can be found HERE (Insert link to web page once live.)
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