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INTRODUCTION 
 

 

 

 

 

 

Our vision is to provide “high quality and easy 

to use services that are designed with the 

customer in mind” and in this Customer Access 

Strategy we detail how we are achieving this. It 

explains how we are transforming the services we 

provide to the residents of South Holland and how 

we are making best use of digital technology to 

simplify the way residents engage with us. We 

want our customers to have the best possible 

experience when they use our services and to be 

able to do so 24 / 7 on any device they choose.  

In achieving this there is no compromise in our 
commitment to understanding our customers and 
their needs. We aim to increase our customers’ 
control over their experience with us whilst 
utilising digital channels as a way of delivering 
services in the most efficient way. We ask those 
customers who are able to self-serve through the 
My Account function to do so, whilst we provide 
support to help those who are less confident in 
doing this or do not have access to technology, 
reserving our most personal methods of support 
for the most vulnerable.  
 
At a time when expectation and demand is 
increasing and the resources we have available 
for us to meet these are reducing we must find 
new delivery methods that meet both the 
demands and efficiencies required of us.  
 

We will listen to our customers about their 
experiences with us and use their feedback to 
make real differences to our services. We want 
our services to be valued by those who use them. 
Customers should experience seamless 
services where they are able to access 
everything they need from us and our partners in 
one place. We are committed to providing 
services that are: 
 

 Built around our customers’ needs 

 Consistent and simple 

 Easy to use 

 Flexible 

 Cost effective  
 
Our service delivery must be focused on 
simplifying the way customers access our 
services, understanding their journey with us, 
giving them control over the services they use, 
listening to and responding to their feedback. 
Services which can be delivered digitally will be, 
allowing expensive resources to be focused on 
those services which cannot be delivered 
digitally and focus on our most vulnerable 
customers. 

Cllr Tracey Carter 

Executive Member 

Governance & Customer 

Maxine O’Mahony 

Executive Director 

Strategy & Governance 
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To provide high quality and easy to use services that 

are designed with our customers in mind, that are 

delivered efficiently with improved value for money. 

To encourage customers to self-serve, wherever 

possible, so that we can focus our resources on the 

people who need our help the most 

To improve the digital skills and connectivity of our 

residents and the region. 

 

OUR VISION 

•Improving 
customer 
experience 
through better 
digital services

•Adopting 
Goverment 
Digital Service 
(GDS) as our 
benchmark

Customer 
experience

• Giving our 
staff and 
elected 
members the 
right digital 
tools and 
training to 
work smarter

Productivity

• Minimising 
internal cost 
of services

• Using 
external 
providers 
where 
benificial 
and cost 
effective

Savings

• Making it 
easier and 
more 
convenient to 
pay online

• Using digital 
marketing to 
promote our 
traded 
services

Revenue 
Generation
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OUR DIGITAL AMBITION 
 

To always provide the best possible customer experience  

We will simplify the ways customers can access our services and give them choice and control. 

They will be able to choose from multiple channels and be able to pay Council bills or charges 

24/7 using easy payment methods.  

 To provide services that are built around our customers’ needs 

Our services will reflect our customers’ needs. We will continue to expand our self-service option 

through simple user-friendly online forms linking to the ‘My Account’ customer portal. From 

here, customers can access all the services they need from any device for a consistent 

customer experience that features less waste and is more productive. 

To provide online services so good people choose to use them 

Our ambition is to provide services that residents want to use – leaving more time for us to 

support those that need additional support. 

To focus on those that need support - the digital excluded  

Our evolving digital services allow for greater choice and better access to our services and 

information. We recognise that not everyone has the skills or access to the necessary 

equipment to take advantage of this and that the rural nature of South Holland offers its own 

challenges. For this reason we are working with the community to increase customer access 

to the right technology while also helping to improve confidence of the digitally excluded, so 

they are better able to access online services. (See appendix 3 – South Holland Council’s 

Digital Exclusion Strategy).  

Continually look to improve what we do via customer feedback  

We will continue to seek public opinion and feedback via our online feedback form and 

customer surveys. We will use this to help improve our services and products. When launching 

new services or ways of working, residents will be asked to assist with ‘user testing’ and we will 

actively seek feedback to allow positive iteration.  

Protect customers’ data 

We will ensure that our customers’ data is kept safe and will only be kept for as long as it’s 

needed, in line with the latest General Data Protection Regulation (GDPR). 

 

   

 

 

 1. 

 2. 

 3. 

 4. 

 5. 

As ways of working and communicating change we will ensure nobody gets left behind. 

 6. 
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I can contact with the 

council anytime I want and 

using any device I choose 

It’s easy to find 

information about services 

I want to use, and the 

Council keeps me 

informed about changes 

and issues which matter 

to me 

The Council’s online 

services are easy to use, 

reliable and secure. I 

have my own account and 

I only have to log in once 

I get a consistent online 

experience whichever of 

the Council’s services I’m 

using 

I feel confident doing this, 

and can use my skills to 

do much more than 

contact the Council 

I can access the internet 

for free in a helpful and 

safe way 

There’s personalised 

support to help me go 

from an absolute beginner 

to expert user of the 

internet 

I prefer to contact the 

Council online rather than 

any other way as it saves 

me time 

The customer experience will be a positive one reflected by customers saying: 
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Customer Access Channels Overview 
 

South Holland District Council is committed to providing customers with a choice of 

access methods that best matches the customers’ needs. 

It recognises that online represents the most efficient means of contact and where 

possible this will be the preferred channel. It does however realise that in some cases 

alternative contact methods are more appropriate. It also notes that not all of its 

customers have access to online or may lack the confidence with using it, in these 

cases the council will ensure that other contact methods remain an option and are 

easy to use, however, it will do its best to assist customers to embrace digital. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The diagram to the right 

demonstrates the 

importance of recognising 

the nature of the 

customer contact will 

dictate the most efficient 

contact means 

 

No 

Contact

Self 

Service

Automated 

Phone

Phone

E Mail

Letter

Face to Face  

Channel Effectiveness 

 

L
e
s
s
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o
s
t 

M
o

re
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o
s
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Our ambition is 

to have over 

50% of resident 

contacts via 

these two 

methods by 

2022 
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Contact Strategy by Channel – in order or preference 

 
  

 Previous experience with garden waste bin sign-ups has shown that where digital processes are 

made simple and easy to use, over 80% of customers will self-serve online. 

 Provide easy-to-use, joined-up processes to allow customers to engage with the Council 24/7. 

 Give preference to online contact, wherever possible, while ensuring other channels are 

available to those that need them. 

 Expand the My Account facility so registered users can access all Council communications and 

services in one place without the need to re-enter their details. We will continue to add new 

features that allow customers to view useful information, personalised to their postcode, such as 

‘planning applications near me’. 

 Provide end-to-end, efficient customer journeys by reviewing and redesigning our processes 

and back-office systems. 

 Continue the roll-out of online forms to help reduce the number of email contacts.   

 Ensure our website is accessible and customers with disabilities are able to use it easily. 

 Ensure web content is up-to-date and accurate. 

 Encourage website feedback via the online feedback form, respond and act on this in line with 

our Customer Charter (see page 11). 

 Help our customers to use online services when visiting our offices, with staff on hand to assist, 

and make sure our online services are promoted and supported by quick guides and online 

video training guides for those customers who need help.  

 Enable staff to communicate with customers whilst out in the community via mobile electronic 

devices, improving our response times and reducing the need for follow-up contacts.  

  
 

 Embrace modern means of communications, integrating social media into our standard 

communication channels and giving it equal weight. 

 Use Social Media to communicate quickly and openly with our customers.  

 Gain customer feedback about the Council through social media, so issues being discussed in 

the community are understood and acted upon as quickly as possible.  

 
 

 Replace incoming email by expanding the use of electronic forms and processes. 

These are available 24/7 and integrate directly into Council systems.  

 

 

Online 

Contact Us online form/Email 

Social 
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 Have one contact number and reduce direct dialling allowing customers to be helped 

in a clear, simple and timely way whilst providing the best value for money 

 Strive to resolve issues at the first point of contact, so fewer calls need to be passed 

through to services for a response 

 Sensible use of automation to better direct customers to online services and a single 

point of resolution 

 Answer the phone promptly but not at the expense of other channels (telephone 

contact will be given equal importance, but not preference over other contact 

methods) 

 

 

 

 Focus face-to-face on those who need it most, while making sure that it remains 

available to anyone who prefers to contact us in this way 

 Help customers get online by using face-to-face as a stepping stone 

 Help our customers to use online services when visiting our offices, or those of our 

partners such as the libraries 

 Make sure our online services are promoted and supported by ‘how to’ guides and 

online video training guides for those customers who need help 

 

 

 Post is the least efficient and most time-consuming means of communicating with our 

customers so wherever possible, alternative communication channels will be adopted 

 We commit to reducing printing and postage wherever we can, as this represents a 

significant cost to the Council and is damaging to the environment.  

 Where customers do choose to write to the Council it will be responded to in a timely 

way, but using alternative cheaper channels where possible.    

 

 

 

 

By Telephone 

Post 

In Person (Face to Face) 

Post 
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OUR VISION FOR A DIGITAL COUNCIL 

CUSTOMER ACCESS 

STRATEGY  

2018 – 2022 

 

Appendices 
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Theme 1 Digital Place – The community perspective 

 
We will continue to engage with stakeholders, partners, 
suppliers and investors across the district, the County 
and beyond in the maintenance, development and 
design of our communications infrastructure. We will be 
supportive of applications by telecommunications 
companies which will result in improved digital 
connectivity in our area. We will also call on partners to 
ensure that the broadband needs of our region are met.  
Opportunity – a connected place which offers better 

Broadband availability and free internet access in key 
locations (eg: libraries and council offices) to reduce 
digital exclusion, building skills and confidence 
 
Opportunity – enabling collaboration 

 
Outcome – this theme will support the Council in: 

 Enhancing the lives of customers 

 Enabling a “smart place” 

 Providing income opportunities 

 Facilitating the delivery of community 
priorities 

 

Theme 2 - Digital Customer - The customer perspective: 

 
Enabled by the Digital services and information they need, 
online and via a “channel of choice”. Facilitating an “end to end” 
service delivery in a user-friendly way, similar to that seen in 
much of the private sector. This is in response to more and 
more digital customers that are internet savvy and mobile 
connected – “how does a digital service enable me”? For 
example; to consume digital services, communicate digitally, 
shape personal services effectively, available (24/7) with 
privacy respected. 
 
Opportunity – efficient customer journeys  

Improved efficient Customer journeys will enable residents and 
businesses to interact with the Council digitally for better and 
quicker outcomes 
Outcome 

This theme will support the Council in: 

 Enabling customers to access end-to-end services 

 

Theme 3 Digital Council - The staff perspective 

 
The workforce will have sufficient training and skills to 
use the digital tools required; to deliver services 
effectively and efficiently – delivering positive outcomes 
for customers by giving our workforce access to the 
business data and solutions they need, enabled by the 
most appropriate available technology and ensuring they 
have the skills and proficiency to use them effectively. 
We will bring together all content onto a single Digital 
Platform - supporting channel shift to self-service for our 
workforce and reinforced through the provision of 
intuitive transactions, which will include the need for 
“access for all” - including non-networked employees. 
 
Opportunity – smarter working 

Smart working will create a 21st century workforce that 
is focused on delivering outcomes with bureaucracy 
minimised through automation 
 
Outcome 

This theme will support the Council in: 

 Enhancing the Council's efficiency 

 

 

 

Theme 4 Digital Foundation - A resilient and reliable 

Infrastructure 

 
A secure and robust Digital and ICT foundation will enhance the 
efficiency and responsiveness of the Council’s operations, 
supported by a highly skilled ICT workforce that will take 
advantage of the latest and emerging technologies and 
opportunities as they arise. We will take a whole Council 
approach when implementing our infrastructure, which will 
include core “Enterprise” components such as; Information, 
email, voice and data networks, hosting and client devices. We 
will pursue sustainable and environmentally responsible 
choices in procurement, pursuing green options and more 
efficient use of resources to reduce energy usage. 
 
The provision of such a level of capability requires a solid and 
dependable service that will be maintained and invested in on a 
regular basis, as necessary. It will also have “appropriate” level 
of resilience, measured against risk and driven by updated 
policies; the service will be scalable, delivering capacity to 
reflect organisation demand and changes balancing the need in 
delivering “Value for money” for our customers. 
 
Opportunity - digitally capable 

The Council can build future capability to deliver technology 
services through a broader range of partnerships including 
suppliers and other public bodies, e.g. councils partnering with 
universities, operating digital and/or ICT apprenticeships 
Outcome 

This theme will support the Council in 
 

 Deliver the corporate plan 

 Deliver the Council Transformation 

 Delivering themes 1-3 

Appendix 1 - Our Digital Themes 2018 -2020 
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Appendix 2 - Our Digital Principles  

We have developed a set of Digital Design Principles, which align with the Government Digital 

service best practice to inform the delivery of this strategy. All services and their staff are 

signed up to these principles. (Remove from public version) 
 

To improve our customers' experience and reduce service delivery costs, you should: Understand and adopt these 

principles 

 promote the principles with all your colleagues 

 check your services against the principles 

 implement the principles 

 contact our Web Team if you need new online forms – the Web Team can create these 

Where a service is already available online: 

 give it prominence in all Council communications 

 remove other channels (except main Council telephone number) from all communications to direct as 

many customer enquiries as possible to the online channel: 

o do not publish direct phone numbers 

o do not publish email addresses – use online forms that capture structured data 

o do not ask for letters or other papers to be sent to the Council – if forms need to be completed, 

use online forms 

o do not ask for payment by cheque – it's the least efficient way of taking a payment 

 if an online form delivers an email that has to be processed manually, consider whether automation would 

deliver savings – the form could be entered into a system automatically to save time and effort 

Where a service is not yet available online: 

 publish all information about the service on the website, adhering to our style and content guides – do not 

say 'contact us for more information' as all information should be online 

 consider whether an online form could be created to capture initial contact details 

 if an online form is not appropriate: 

o publish only the central phone number 

o do not publish an email address 

Where a new service is being considered: 

 design the service to be delivered online from the outset – 'Digital by Default' 

 avoid the use of any other channels if possible – make it online-only, as: 

o those who don't have their own access to technology can get online using public access PCs in 

our offices, or their local library 

o those who don't know how to use technology can get help and support from our staff (by 

telephoning us or visiting us in person) or through support from friends, family, or neighbours. 

For all services, ask the following questions. 

 Is the service available online? If not, why not? 

 Are cheque payments involved in the process? If so, put a plan in place to discourage them. 

 Is any paper involved in the process? If so, put a plan in place to remove all paper. 

 Is an email address published? If so, put a plan in place to replace it with an online form. 

 Is your technology integrated so the customer can automatically be notified of updates and outcomes, to 

avoid the likelihood of follow-up contacts? If not, assess the benefits of doing so and, where appropriate, 

submit a bid for funding to integrate it. 
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Appendix 3 – Digital inclusion strategy 

 

Danger of Digital Exclusion 

 South Holland District Council recognises that despite the ever-increasing adaption of 

Digital there is still a risk of Digital Exclusion for a percentage of its residents 

 The latest Digital Exclusion heat map below, developed by the Local Government 

Association, the LSE and Lloyds Banking Group, shows that the overall likelihood of digital 

exclusion in South Holland is HIGH, with 25% of its population not having the five basic 

digital skills. The heat map uses eight different digital and social metrics to calculate the 

overall likelihood of exclusion. 

 

 Without action there is a danger that residents of South Holland will get left behind and not 

be able to perform simple digital tasks both locally and nationally. For example Universal 

Credit, which is being rolled out across the district requires applicants to have an e mail 

address and make all claims via online means 

 

 Whilst avoiding stereotyping the sections of the community most at risk are likely to be: 

o Job seekers, including those claiming universal credit  

o Low income families, including those with young children  

o Older people (socially isolated people)  

o People with disabilities 
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Resolution 

 

 We are working with key partners such as Lincolnshire County Council, the Libraries and the 

Department of Work and Pensions to provide facilities where residents can access online 

services and receive help from trained staff on how to use this equipment 

 The Council is committed to championing the need for better broadband across the 

district  

 Either directly or through third parties such as Age Concern, we will help to provide and/or 

promote ‘Silver Surfer’ get online courses for older residents 

 We will compile and promote Wi-Fi locations and details of free-to-use broadband and 

digital access across our district, supporting residents to access our services 

 Our offices in Spalding are being turned into self-service hubs where residents will be 

supported by our staff to self-serve, where possible, while also getting the help they need 

for more complex enquiries. 

 All new digital services are being built with self and assisted service given top priority, 

allowing residents to seek assistance at any point when using them. This allows customer 

service staff to either fully or partially complete processes on behalf of residents using 

exactly the same online form as self-serving customers, thereby streamlining our processes 

whilst helping residents get online 

  

 We recognise that despite the increase in – and improvement to – our digital services, 

there will always be residents unable or unwilling to use them. As a result, we continue our 

commitment to providing telephone support, as well as face-to-face support. However, as 

more people go online and self-serve, telephone resource will be freed up to spend 

additional time with those residents that need it most. 
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Appendix 3 - Preferred Methods of Payment 

 

 
  

 

1. Direct Debit (for 
Council Tax & 

Business Rates)

2. Online payment 
via website

3. Allpay 3. Post Office

4. Automated 
Telephone

5. Telephone via 
Contact Centre

6. Cheque

7. Face to Face

Preferred Methods of Payment  
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The diagram 

to the right 

demonstrates 

the Council’s 

preferred 

methods of 

payment. By 

using the 

preferred 

methods of 

payment you 

will be 

helping the 

Council be 

more efficient 

and help to 

reduce costs. 
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Appendix 4 – South Holland’s Personas  

 

 

The personas' below are fictitious but give real life examples of how this strategy may make a 
positive difference to the lives of South Holland’s residents. It allows service leaders to sense 
check all proposed changes to working practices 

 

i.e. “How will this impact Stephen?” 

 

Persona Customer 
segment 

Preferred 
Channel 

Propensity 
to channel 
shift 

Services most likely to use 
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Agnes Pensioner Phone Low  X X X     

Elizabeth Large 
employer 

Online High  X   X   X 

Gordon Progressive 
farmer 

Online Medium X  X  X X   

Helen Unemployed Online High X   X   X X 

Marianna Migrant Online High X X X    X  

Mick Homeless Face to face Low    X     

Stephanie Busy Mum Online High X X      X 

Stephen Full time 
professional 

Phone & e 
mail 

High X X X X   X  

Tom Shop worker Online High  X  X     
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NAME:  AGNES 

AGE:  87 

FROM:  CROWLAND 

STATUS: PENSIONER 

“I NEED HELP WITH MY 

DAILY TASKS” 

 

 Agnes lives in sheltered housing on her own since her husband passed away 20 
years ago. 

 She uses a wheelchair to get around. 
 Her daughter, Jean, (48) lives in Whaplode with her family and sees Agnes once a 

week, usually at the weekend. 
 
Interests and hobbies – Agnes enjoys spending time with her family. She likes to watch 
the soaps on the TV. Agnes also enjoys bingo in the community centre attached to her 
sheltered housing. She enjoys socialising with other residents. 
 
Computer experience – Zero. 
 
Communication preference - Online using mobile devices but find council and other 
authority services difficult to understand online so tend to phone and sometime visit council 
offices. 

 Agnes gets housing benefit and council tax support 

 She has had a few problems with her accommodation which has resulted in her 
daughter having to report the problem on her behalf. 

 The housing team responded promptly to the report and sent a team in to remedy the 

problem 

 Agnes struggles to put her own refuse and recycling bags out and has recently 

phoned the council to enquire if the bags could be collected from behind the gate 

rather than the roadside 

 

PERSONAL DETAILS 

REASONS TO INTERACT WITH THE COUNCIL 
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PERSONAL DETAILS 

REASONS TO INTERACT WITH THE COUNCIL 

NAME:  ELIZABETH 

AGE:  49 

FROM:  QUADRING 

STATUS: EMPLOYED – FOOD 

PROCESSING COMPANY 

DIRECTOR 

“WORKING TOGETHER FOR 

A BETTER FUTURE FOR 

EVERYONE” 

  Elizabeth has been a director of Central Technical at a food processing factory located on an 
industrial estate in Spalding for 10 years. 

 The company is a large employer of local people, including migrant workers. 

 Her role involves working with local authorities on food safety issues. 

 Elizabeth is married to David, a 51 year old solicitor at a local law practice. 

 They have two sons, 12 and 14, who both attend the local boys’ grammar school. 
 They live on a small holding and keep chickens. 

 

Interests and hobbies – Elizabeth enjoys reading, going on holiday, gardening and going to the gym. 
She also enjoys spa days with her mother. Her sons attend a lot of out of school activities and are both 
keen sports people. Elizabeth and Tom spend a lot of time ferrying them to and from activities and clubs. 
 
Computer experience – She spends a large proportion of her day on a computer and always has her 
smart phone in her hand. She has an iMac and a tablet at home and both children have laptops and 
smartphones 
 
Communication preference - Online using mobile devices but find council and other authority services 
difficult to understand online so tend to phone and sometime visit council offices. 

Business: 

 Elizabeth has a good working relationship with the council food team, having regular contact to 
ensure the factory meets all regulations. 

 There have been problems in the past with verges not being cut which Elizabeth has had to 
report. 

 As a large employer, her company is keen to be seen to be putting things back into the 
community and has organised a number of local events. This has caused a few problems with 
access issues on the factory site but these were resolved following consultation with the 
Communities team. 

 The company is also an investing partner in a number of local events. 

 Employing local people, the company have experienced some issues with illegal workers and 
concern over their health and wellbeing.  

 The company tries its best to assist the migrant workers to integrate into the community and with 
the council’s assistance organises language workshops. 

 The factory has expanded a number of times over the last few years which has involved working 
with the planning and economic development departments to submit planning applications. 
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PERSONAL DETAILS 

REASONS TO INTERACT WITH THE COUNCIL 

NAME:  GORDON 

AGE:  63 

FROM:  HOLBEACH St. 

MARKS 

STATUS: PROGRESSIVE 

FARMER 

“I NEED TO MOVE FAST” 

 

 
 Gordon is a farmer who has diversified into food 

 production to maintain and enhance his business 

 He is married to Penny and they have 2 children who are at university 

 Gordon was born and bred in the area and went to university to learn his business 
skills 

 He is a large scale local employer, with many eastern European workers 

 

 
Interests and hobbies – Head of the local branch of the National Farmers 
Union - Chairman of the parish council- His wife is involved in many charities 
 
Computer experience – Up to date frequent user with regular use for his business 
His wife has no interest in digital 
 
Communication preference – e mail and other digital channels  

 Gordon is looking at expanding his factory and so will be contacting the council to liaise 
with the planning department 

 He will need to find out about business rates, in preparation for expansion 

 Gordon wants to know what is available regarding housing benefits to support his workers  

 He wants to know what opportunities are available such as ‘English’ classes for these 
workers 

 He is looking for advice on transport links for his business 

 He has an abandoned vehicle on his premises and has reported it to the council 

 In his role as chairman of the parish council, he is very interested in rural planning for the 
village and the availability of any grants that can be utilised by his parish§ His wife 
contacts the council with regards to licenses for charity events she is involved with, 
Gordon has downloaded the form for her, it is time consuming as the form is pdf 

 To date, Gordon has found there isn’t a consistent approach for enquiries 
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PERSONAL DETAILS 

REASONS TO INTERACT WITH THE COUNCIL 

NAME:  HELEN 

AGE:  26 

FROM:  SUTTON BRIDGE 

STATUS: UNEMPLOYED 

“WHY ISN’T THERE MORE 

HELP FOR PEOPLE LIKE US” 

 

 
 

 Helen lives with her 29 year old boyfriend, Troy, and 4 year old daughter, Britney. 

 They rent a small, 2 bed property. 

 Helen has not worked since her daughter was born and is now looking to return to work when 
Britney begins full time school. She is worried that she will become bored of being stuck at home. 

 She previously worked as a receptionist/administrator in a local small business but has not yet 
found a similar vacancy. 

 Helen’s boyfriend has had several jobs in construction and agriculture and is finding it hard to find 
regular work. 

 The family are struggling to make ends meet and are reliant on benefits 
 
Interests and hobbies – Helen has a good network of other young mums in similar circumstances and 
they keep in touch using social media. She likes to shop online using auction and local classified ad sites 
to buy toys and clothes when she has the money to do so. She would like to have more children but feels 
this is not possible until her boyfriend gets a secure, fulltime job. 

 
Computer experience – Uses a smartphone for several hours a day and has a tablet. Doesn’t own a 
desktop computer. 
 
Communication preference – e mail / online but sometimes phone when she needs to talk to someone.  

 Helen claims benefits and is in regular contact with the revenues and benefits team. 

 She does use the council’s website to look for local events and places to take her daughter. 

 She regularly scans the council website jobs page as she is keen to return to work when her 
daughter starts school shortly. 

 Helen’s accommodation is poor and she has contacted the council a number of times to try 
and obtain council accommodation. 

 The estate on which she lives has had problems with noisy neighbours and anti-social 
behaviour which keeps her daughter awake at night. 

 She has a constant problem making money go round and as a result is in arrears with her 
council tax 
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PERSONAL DETAILS 

REASONS TO INTERACT WITH THE COUNCIL 

NAME:  MARIANNA 

AGE:  35 

FROM:  SPALDING 

STATUS: EMPLOYED – 

FACTORY WORKER 

“WANTS TO FEEL PART 

OF THE COMMUNITY” 

 

 Marianna is Polish and came to Spalding a few years 

 ago 

 She lives with her partner, Krystian, and her 7 year 

 old son, Mikolaj 

 She is a council tenant 

 Marianna works in a local food factory and has 

 worked her way up to line leader 

 Her husband also works there but on the nightshift 
 She has reasonably good English 

 

Interests and hobbies – Marianna enjoys socialising within the Polish 
Community and walking her dog 

 
Computer experience – Uses Facebook mainly to keep in contact with friends and socialise. 
She also uses Skype to keep in contact with family in Poland 

Communication preference - Online as she does not have the time or money for anything 
else 

PERSONAL DETAILS 

REASONS TO INTERACT WITH THE COUNCIL 

 Marianna is a regular visitor to the council offices where she pays her council tax in 

cash. She often uses the opportunity to ask about any 

 housing queries and to collect additional recycling bags 

 She recently made enquiries on how to get herself and Krystian added 

 to the electoral register 

 Their council property has needed a number of repairs but the family 

 has a good relationship with property services 

 On a number of occasions their recycling has not been collected 

 because non-recycling items have been placed in the bags 

 Their neighbour has a dog which barks a lot, they have complained 

 about this on a number of occasions resulting in the dog warden 

 visiting the neighbour’s property 
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PERSONAL DETAILS 

REASONS TO INTERACT WITH THE COUNCIL 

NAME:  MICK 

AGE:  47 

FROM:  HOMELESS 

STATUS: UNEMPLOYED 

A MAN IN NEED OF 

ASSISTANCE 

 

 Mick has been in and out of prison four times, for assault and burglary since leaving 
the army. He served in the Falklands during his time in the forces and has been left 
with post-traumatic stress disorder 

 Whilst never close to parents, all contact was broken off once his offending started 
due to lengthy stays in prison 

 Mick is currently dealing with drink and drug dependencies 

 Being evicted from rented flats, living on friends sofas and getting into fights has 
become a way of live for Mick 

 Mick now lives rough in and around Spalding 
 
Interests and hobbies – Surviving is priority number one for Mick. He is still not prepared to 
seek the medical attention he needs for his drink and drug dependencies.  
 
Computer experience – Most days via her smart phone. However this is generally limited to 
checking social media and playing online games 
 
Communication preference - Online using mobile devices but find council and other 
authority services. Difficult to understand online so tend to phone and sometime visit council 
offices 

 The council has reached out to him on a number of occasions to try 

 and assist him but on each occasion little progress has been made 

 Mick impacts across multiple services including; Ambulance, Police, 

 NHS as well as council at both a county and district level 

 He recently presented as homeless but this did not result in accommodation 
being secured. He has however received a lot of 

 housing and benefits advice 

 The council ASB officer has a case file on Mick, as do most local 
 services 
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PERSONAL DETAILS 

REASONS TO INTERACT WITH THE COUNCIL 

 Stephanie is a primary school teacher in a local school. She is married to Tom who 
is a car salesperson and they have a 2 year old daughter, 

 Charlotte. 

 Stephanie is a leader at her local Rainbow and Brownie group. 

 Stephanie enjoys leisure activities with her family and also uses leisure and 
community facilities extensively as activities for her Brownie group. 

 Stephanie is money conscious and likes to get best value for her money, 
particularly for the Brownie group activities. 

 
Interests and hobbies – Stephanie enjoys her Brownie and Rainbow leader 
Responsibilities.  As a result of her job and the Brownie work, Stephanie has an interest in 
child safeguarding. Stephanie is always interested in activities which are good value for 
money for her family and her Brownie group. 
 
Computer experience – Stephanie is a high-end computer user. She uses it for research 

and sending permission slips to parents. 
 
Communication preference - On-line wherever possible as long as it’s easy to do. 

NAME:  STEPHANIE 

AGE:  40 

FROM:  LONG SUTTON 

STATUS: EMPLOYED – 

PRIMARY SCHOOL TEACHER 

“HELP ME SUPPORT MY 

COMMUNITY” 

 Stephanie is always interested in Council events which are child friendly. She is after 
best value offers and child initiatives. 

 Stephanie is interested in any support, sponsorship or grants that may be available for 
either her teaching role or that of her Brownie group. 

 Stephanie is conscientious about safeguarding and likes to know the local authority 
pathways to report safeguarding concerns. This extends to highlighting of family and 
social issues of the children and families that she engages with. 

 Stephanie’s experience to date is that her web journeys with the Council have been 
inconsistent. Some have been good, some have been poor. 

 Stephanie is annoyed that when she pays online for services that she has to pay a 
surcharge for using a credit card. She frequently uses her credit card to make advance 
payment for her Brownie group whilst waiting for parental contributions. 

 Stephanie would like to see some sort of information about group booking discounts for 
groups like hers or charities. 

S
O

U
T

H
 H

O
L

L
A

N
D

 P
E

R
S

O
N

A
S

  



 

 CUSTOMER ACCESS STRATEGY | 2019 - 2022                                                          
P a g e | 26  

 Stephen pa 
  

S
O

U
T

H
 H

O
L

L
A

N
D

 P
E

R
S

O
N

A
S

  

NAME:  STEPHEN 

AGE:  53 

FROM:  MOULTON 

STATUS: EMPLOYED – POLICE 

SERGEANT 

“GIVE ME EASY AND EFFICIENT 

PROCESSES TO ALLOW ME TO 

SUPPORT MY PARENTS” 
 

 

PERSONAL DETAILS 

 Stephen is married to Jane (52) who works as a secretary at a food manufacturing 
company 

 They have 2 children, Andrew (22) and Peter (21) who are soon to be leaving home 
to find their own homes 

 His parents, who live in Spalding, are now both in their eighties and are absorbing 
more of his time 

 They live in a semi-detached house on a small 70’s housing estate in Moulton  

 Although the estate is reasonably quiet, he has become concerned about anti-
social behaviour in the neighbourhood, there is a danger he will take matters 

 into his own hands 

 They have a golden retriever called Truffles 
 
Interests and hobbies – Fishing, walking the dog, traveling and gardening 
 

Computer experience – Full access desk top tablet. Mobile phone. His wife uses the 
computer for online shopping 
 
Communication preference – Phone and e mail 

REASONS TO INTERACT WITH THE COUNCIL 

 Stephen pays his council tax by direct debit 

 He occasionally contacts the council to check on refuse and recycling collection dates 
or report a missed collection. Also to enquire on brown bins for garden waste 

 Stephen was recently in contact with his local councillor with regards to dog fouling 
but was disappointed that, in his view, limited action was taken 

 He has reported the anti-social behaviour on the estate, he has seen little 
improvement to date 

 Up until now he has had minimal contact with the council, this is increasing now he is 
supporting his parents more 

 On behalf of his parents, he has checked on benefit entitlements 

 As his parents are finding it increasing difficult to take their refuse and 

 recycling bags out, Stephen has been making enquiries about assisted 

 collections 
 He has also started researching warden controlled housing as he feels that this might 

provide better support for them 
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PERSONAL DETAILS 

REASONS TO INTERACT WITH THE COUNCIL 

NAME:  TOM 

AGE:  18 

FROM:  HOLBEACH 

STATUS: EMPLOYED - SHOP 

ASSISTANT 

“I STRUGGLE TO MAKE 

ENDS MEET” 

 

 Tom lives with Jane, who is also 18. 

 Tom has a 1 year old son, called Ian, who lives with his mother, Tom’s ex-partner 

 Tom and Jane receive housing benefit and council tax support, Jane receives job 
seekers allowance.  

 They are renting a small 1 bed flat privately 
 
 
Interests and hobbies – They have little money for hobbies or interests. He enjoys spending 
time with Ian at the park. Tom spends quite a bit of time on Facebook, Snapchat and Twitter 
 
Computer experience – Jon has a smartphone and is quite knowledgeable about digital but 
generally only accesses social media and games. 
 
Communication preference – Phone and face to face. 

 As Tom and his partner claim benefits they come into contact with the Council on a 
regular basis, usually in a face to face environment. They have had a number of 
appointments to sort out their housing benefit and council tax support. 

 Tom and Jane were keen to vote at a recent election but had to telephone the 
council to get themselves added to the electoral register. 

 Tom’s refuse is not always collected as he fails to put it out at the correct time, as a 
result he has had to telephone the council 


