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Brighter Futures Together Programme Customer Experience

This proposal will contribute to the Brighter Futures Programme
Customer Experience Workstream objective: to become a customer
centric organisation that puts all our customers at the heart of
everything we do, reflecting their feedback in the design and delivery of
services.

This is year 3 of the programme to improve customer experience. The focus
in this year will be to develop a new operating model for our contact centres,
to improve our ability to track and monitor customer requests and to develop
our ability to proactively communicate with customers. The programme board
oversees delivery against milestones.

This workstream supports the existing Customer Experience Strategy 2021-
24 and no further consultation is expected. No further decisions are expected
and there is an existing EIA.




