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Dear ,

Thank you for your information request of 27th June 2016.  Aberdeen City Council (ACC) has
completed the necessary search for the information requested.

I am currently researching attitudes to Digital Transformation in Local Government
and would like to make the following request under the Freedom of Information Act.

Can you please provide me with a copy of any of the following strategy documents if you
hold them?

1. Digital Transformation Strategy
2. ICT Strategy
3. Customer Service Strategy

Can I also ask for a copy of any published case studies, if you hold any, regarding Digital
Transformation initiatives undertaken by your authority?

We have combined our IT Strategy and Digital Transformation Strategy to a single Digital
Strategy which is expected to be approved September 2016. In order to comply with its
obligations under the terms of Section 16 of the FOISA, ACC hereby gives notice that we are
refusing your request under the terms of Section 27 (1) of the Act.
Under section 27(1) information is exempt if it is due to be published within 12 weeks at the
point of the request, where it is reasonable in all of the circumstances that the information is
withheld until the publication date.
A Customer Service Strategy is currently in the process of being designed and as such, we are
unable to provide you with a copy of this document. Therefore, ACC is unable to provide you
with the requested information as it is not held by ACC.  In order to comply with its obligations
under the terms of Section 17 of the FOISA, ACC hereby gives notice that this information is not
held by it. 
 
However, please find attached a copy of our transformation programme which will deliver our
strategy which outlines a number of key areas for development.
 
We hope this helps with your request.
 
 
Yours sincerely,
 
 
 
Nicky Leiper
Information Compliance Officer



 
INFORMATION ABOUT THE HANDLING OF YOUR REQUEST
 
ACC handled your request for information in accordance with the provisions of the Freedom of
Information (Scotland) Act 2002. Please refer to the attached PDF for more information about
your rights under FOISA.
 
 
Information Compliance Team
Communications and Promotion
Office of Chief Executive
Aberdeen City Council
Room 1-24
Town House
Broad Street
ABERDEEN AB10 1AQ

foienquiries@aberdeencity.gov.uk 
01224 523827/523602

Tel 03000 200 292
 
*03000 numbers are free to call if you have ‘free minutes’ included in your mobile call plan.
Calls from BT landlines will be charged at the local call rate of 10.24p per minute (the same as
01224s).

www.aberdeencity.gov.uk
 
 
 



 

 
 

Improving Customer Experience: Overview 
 

 

Why do we need to improve Customer Experience? 

Over the past five years the ways in which customers interact with organisations have changed almost 
beyond recognition. Aberdeen City Council must also transform if we are to thrive in this rapidly 
changing customer landscape and effectively manage customer expectations. We need to reorganise 
ourselves so that we mirror and enhance the ‘omni-channel’ customer journey; a journey that provides 
the customer with a seamless experience whether accessing services online from a laptop or mobile 
device, by telephone or face-to-face. 

Digitally empowered customers have reset the bar on acceptable customer experience. For the 
council to prosper in this new customer world we have to adopt a mind-set where we are all 
responsible for contributing to an excellent customer experience, every day.  We need to adopt 
leadership capabilities that empower an integrated approach to customer engagement.   

In simple terms the ability to deliver our vision depends on the extent to which ‘customer-
centricity’ is embedded within every single person in our organisation.  Every interaction, 
every day has the potential to make a difference.  So next time you are engaging with your 
colleagues, ask yourself - what is my intention? how might my colleagues perceive it? how 
does this contribute to improving the customer experience? We need to recognise the 
importance of the service that we are providing to one another, and the impact this has on 
our colleague’s ability to contribute to improving the overall customer experience.  Becoming 
more customer-centric is a core business requirement and one that needs to be embedded 
within the organisation. 
 
In summary we will be seeking to embed a customer culture, where what's good for the 
organisation and for customers align and become the driving force behind what we all do.  It 
will start with managers who understand the necessity of serving customers in order to 
succeed.  The result of that understanding is a culture where a positive internal environment 
and the creation of delighted customers go together. It is a culture that naturally emphasises 
continuous improvement of processes and one that results in a healthy workplace and 
satisfied customers. 
 

Where are we trying to get to? 

Our aim is to enrich the lives and experiences of our customers, building to a level of 
excellence and personalisation where the customer is at the centre of everything we do.   
 
We will transform the way in which our customers access services and transform the 
services themselves as we continuously review and improve what we do. We will recognise 
the diversity of our customers providing them with equality of treatment and where 
appropriate tailoring services to meet their needs.  We will be recognised as providing a good 
customer experience, with residents who feel that council services are accessible and know 
that it is easy to do business with us.  We will listen to our customers’ views and give them 
the opportunity to influence future service delivery as we begin to fully embrace council-wide 
customer services culture. 
 
Like all other local authorities and other public bodies, we have to operate within legislative, 
policy and significant resource constraints, especially in the current economic climate.  This 
means that we may not always be able to deliver exactly what is requested.  We do, 











 

 System Integration: Integrate systems to make it easier to service customers, help 
customers to serve themselves and identify customer needs.   

 

 Personalisation: Introduction of the My Account system so that customers can use a 
single authenticated portal to access all council services using online self-service.  
Exploration of personalising key channels to customer based on their location and 
service history. 

 

 
 
This programme is designed to be dynamic and agile in its approach, and as such will be 
subject to continual review and revision.  To effectively deliver it we need to establish an 
approach to customer engagement where employees with complementary skills from all 
areas of the organisation, front, middle and back office, come together with the customer at 
the heart of the conversation (a ‘customer hub’). This means a leadership approach that 
takes a creative look at continuous improvement and service innovation: re-energised 
through new partnerships with customers and employees. This means you and your teams 
will be directly involved in the shaping and delivery of this programme.   
 
 

Strategy for embedding a customer centric approach 
 
 

 
 
 
 
The Extended Corporate Management Team and the Transformation Board will provide 
overall governance for the improvement programme. And in order to assess the extent to 
which the activities have contributed to an enhanced customer, we will establish a baseline, 
measure the effectiveness of our processes, deep dive areas of excellence and poor 
practice, share best practice and address weaknesses. 




