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X Remove the issue of forms / incomplete returns process & 
associated delays 

X Remove the requirement for customers to do this and then 
potentially be rejected at OT stage 

X Eliminate at least 95% of the OT process & the associated 
delays 

X Virtually eliminate avoidable contact - progress chasing

X Drastically reduce high levels of customer dissatisfaction / 
complaints

X Reduce the difficulties associated with the issue and 
subsequent withdrawal of PCN’s

Removing Waste & Duplication



Massive improvements to customer service 
Instant decision – reduced requirement to provide 
supporting documentation & possibly the £2 fee
Much simpler end to end process
Much higher levels of customer satisfaction           
Average reduction of approx 6 weeks to 2/3 days

Generate significant efficiencies -
Virtually eliminate avoidable contact (CSN savings)
Reduce OT assessments by 95% (1 fte OT) 
Massive reductions in fulfilment activities (CSN savings) 
Reduction in F2F contact (CSN savings)  
Potential savings associated with processing payments

Customer Service Improvements / Efficiencies



• Senior commitment to the transformation agenda  

• Early political engagement & support  

• A partnership approach – Adults Services / OT’s / CSN / Parking
Services / KPMG

• Transition team (service champion) – procedures, system 
development, training module, dress rehearsal

• The decision matrix……….  

Implementing the Changes 





















Thank you for listening

Any questions? 


