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WHAT IS CUSTOMER INSIGHT

Customer insight has been defined as “a deep truth 
about the customer, based on their behaviour, 
experiences, beliefs, needs or desires that is relevant to 
the tasks or issue and rings bells with target people”

(Government Communications Network's Engage 
Programme).



5 TOOLS TO DELIVER CUSTOMER INSIGHT

Customer 
Profiling

Customer 
Journey 
Mapping

Lean Six 
Sigma

Equalities 
Impact 

Assessment

Social 
Return on 

Investment



CUSTOMER PROFILING (CP)

Your customers are broken down 
into groups of customers sharing 
similar goals and characteristics. 

Each group then defines service 
requirements, contact preferences 
and wider social need.

CP is a way to create a portrait of 
your customers to help you make 
design decisions concerning your 
service. 



BENEFITS OF CUSTOMER PROFILING (CP)

• Manage & anticipate customer need - through understanding how 

the need for one service may indicate the need for others

• Plan for the long-term service delivery - through understanding 

demographic trends & how demand will evolve

• Allocate resources - through understanding where & when 

investment in services delivers the most benefit

• Inform service design, through better understanding how customers 

prefer to access services & what services they need

• Market services - through better understanding customer needs, 

communication preferences & the messages that are likely to be 

effective

• Manage demand & determine what services to deliver & the 

channels to use to increase levels of self-service

• Change behaviours- though better understanding needs & 

behaviours, & the interventions that are likely to prove effective.



CUSTOMER JOURNEY MAPPING (CJM)

CJM;
• provides a single cross business unit view of the experience 

delivered by customers
• Defines key enabling requirements (skills, data, processes, 

measures, etc.)
• Highlights areas of importance (where effort should be applied) 

and areas not valued by customer 

CJM helps to identify the 
customer's interaction with 
your organisation, their 
thought processes & reactions 
to you, which can reveal 
opportunities for 
improvement & innovation in 
the customer's experience.



BENEFITS OF CUSTOMER JOURNEY MAPPING (CJM)

CJM is useful if you want to:

• Understand the experience of different groups of customers

• Improve efficiency & remove inconsistencies in the customer’s 

experience

• Identify a more seamless experience across businesses, functional 

silos & channels

• Design a new customer experience

• Assess the impact of wider internal developments on the customer’s 

experience

• Establish development priorities

• Develop cross business alignment across the organisation

• Improve your single overall measure of customer experience



LEAN SIX SIGMA

Lean Six Sigma aims to improve performance by 
systematically removing waste. 

• Define the system, the voice of the customer and 
their requirements, and the project goals, 
specifically.

Define

• Measure key aspects of the current process and 
collect relevant data; calculate the 'as-is' Process 
Capability.

Measure

• Analyze the data to investigate and verify cause-
and-effect relationships. 

Analyze

• Improve or optimize the current process based 
upon data analysis

Improve

• Control the process to ensure that any deviations 
in the process are corrected before they result in 
defects. 

Control

DMAIC is used for 
projects aimed at 
improving an existing 
business process.

DMADV is used for 
projects aimed at 
creating new product 
or process designs

Six Sigma projects follow 2 methodologies inspired by 
Deming. 



TOOLS TO SUPPORT LEAN SIX SIGMA



REVERSE BRAINSTORMING

Reverse or Negative Brainstorming helps you to solve 
problems by combining brainstorming and reversal 
techniques. By combining these you can extend your use of 
brainstorming to draw out even more creative ideas…

How do I get people to channel shift?

and reverse it…

How do I stop people from channel shifting?



BENEFITS OF LEAN SIX SIGMA

Lean Six Sigma decreases your organisation’s costs by:
• Removing “Waste” from a process. (Waste is any activity within a 

process that does not add value for the customer).
• Solving problems caused by a process. 

Lean Six Sigma improves the efficiency of your organisation by:
• Maximizing your organization’s efforts toward delivering a 

satisfactory service to customers

Lean Six Sigma develops effective employees within your organization 
by:
• Involving employees in the improvement process. This promotes 

active participation & results in an engaged, accountable team.
• Building trust. Transparency throughout all levels of the organisation 

promotes a shared understanding of how each person is important to 
the organisation’s success.



EQUALITIES IMPACT ASSESSMENTS (EQIA)

The EqIA process aims to prevent discrimination against people 
who are categorised as being disadvantaged or vulnerable within 
society.

The EqIA covers the following groups:
• People of different age groups
• People with dependents and caring responsibilities
• People with a disability 
• Women and men
• People belonging to all racial, cultural and ethnic groups
• People who are pregnant or subject to maternity legislation
• People who have a religion or belief, or who do not
• People who are gay, lesbian, bisexual and heterosexual or in a 

Civil Partnership
• People who intend to undergo, are undergoing or have 

undergone gender reassignment 



SOCIAL RETURN ON INVESTMENT (SROI)

SROI is a framework for understanding, measuring & managing the 
outcomes of an organisations activities.

SROI can help you improve services in a range of ways. It can help you to:
• understand the social, environmental & economic value created by your 

work;
• maximise the positive change you create, identify & manage any 

negative outcomes arising from your work;
• reconsider which organisations or people you should be working with, 

or improve the way you engage with your stakeholders;
• find ways to collect more useful, better quality information.



ARE 5 TOOLS ENOUGH?
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THE CUSTOMER VOICE

Do you know what your customers are 
saying about your services?

Do you consistently ask your 
customers for their feedback across all 
your customer contact channels?
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IS SOCIAL MEDIA A FAD?



SO IS THERE A PLACE FOR SOCIAL MEDIA?

If you want to buy chocolate, you can shop on the high street, by 
mail, online or even via social media.

So if that is the case…
Why can’t public sector 
sell its services via social 
media? Pest Control, 
Green Bin Collections?

How many of you have used ? 

Wouldn’t it be great if LA websites could look at customer details 
& recommend services which may be of interest?



Public Service Monitor can tell you;

• If someone is talking about your 
organisation, you will get to hear 
about it – fast – giving you the 
power to respond quickly & 
effectively where necessary.

• Keep tabs on public opinion 
throughout significant projects or 
events.

• What is being said about other 
organisations like you?

• What is being said about elected 
members & senior officers

PUBLIC SERVICE MONITOR

People are talking about you online. Do you know what they are saying? 



MEASURING THE CUSTOMER EXPERIENCE

Measuring the customer experience is a tricky one as customer 
behaviour varies greatly. What happens if a process fails?

Standard Mystery Shop Customer Journey Shop

Single contact May involve multiple contacts that extend over 
several days, or longer

Single channel May involve multiple channels

Anonymous May require a persona to be created in the CRM

Focuses on basic customer service 
attributes such as greeting 

Measures the complete customer experience 
through to fulfillment



7 STEPS TO CUSTOMER INSIGHT

The Customer Voice – What are your customers saying about your services? Can you use this to 
drive change?

Customer Profiling – Knowing your customers needs, preferences will help to define which 
services to concentrate your efforts on

Customer Journey Mapping – Knowing the process the customers go through to access 
services can provide enlightenment to senior management

Lean Six Sigma – Evaluating the internal process with the customer journey map, 
removing waste streamlines both customer and business processes

EqIA –EqIA helps to determine wider demographic impact to service improvements

Social Return on Investment – Mapping the impact of change provides not only financial 
benefits but demonstrates the wider social impact

Customer Experience – Measuring the future service delivery allows you to ensure service 
compliance and quality customer interactions.



WHAT IS ROUND THE CORNER?

Facebook launched in 2014, who would have 
thought 11 years on over 500 million 
customers use facebook and over half of 
these via mobile devices.

If customer behaviours has moved so far, where will be in the 
next 10 years?

Do any of us know what is round the corner?

Human behaviour is changing all the time…

Think about how you contact your friends…
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GOVMETRIC – MAKING FEEDBACK MATTER


