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VALUE proposition 

Digitise every transaction you can, to free up  
staff time for the personal interventions  

that make a difference. 

In a nutshell, value proposition is a clear statement that. explains how your product/service  
solves customers' problems or improves their situation, delivers specific benefits (quantified value) 



MOTIVATION 
CUSTOMERS  - Maslow’s Group Theory 

SETTLER 
‘Daniel’ 

• Wary of change 
• Concerned about what the future 

holds 
• If “it ain’t broke don’t fix it” 
• Can be rational and want 

explanations 
• Will follow rules if they are perceived 

the norm 

• This is how you now … 

-57% 

PROSPECTOR 
‘Patrick’ 

• Want recognition & reward 
• Concerned about what’s in it for 

them 
• Usually very busy and  time ‘poor’ 
• Like new ideas and new ways 

• Anytime … anywhere … 
any device 

-35% 

PIONEER 
‘Davey’ 

• Can be the ‘scouts’ 
• Look at the greater picture, the greater good 
• Online saves other services 

• Of course you will … 

+27% 



MOTIVATION 
MEMBERS  - Manifesto, votes 

PRIORITY SERVICES – Social care, usually emotive, legal obligation 

BUDGETS – Demonstrate value for money, balancing the budget, 

ACCESS TO SERVICE – Demand will not go down 

ROLE OF THE AUTHORITY – Co-creating with communities 

STAFF  - Fulfilling, making a difference 



Understanding customer behaviour is a good first step 

The next step is to build behaviour change into the design of your digital service 

This will mean behaviour change for: 
• Council staff 

• Council services 
• customers 

• partner organisations 
• members 

Imagine a future where the digital experience can : 
• help make better use of fewer staff 
• help to protect available budgets  

• develop independence and decision making 
• create communities where customers help each other 

• help to make collaboration the norm  

DIGITAL VISION 



DIGITAL Business Plan 

We must continue to reduce the cost of managing customer contacts to release budgets to maintain our 

priority services. 

We must prioritise services for the elderly, vulnerable and young , whilst recognising ‘other’ transactions 

will not reduce. 

We must strike the right balance between creating efficiencies and maintaining a personal service where 

it adds value. 

We believe in the future communities will replace or supplement call centres for less personal services  

In 2017 we know our customers expect digital services they can access any time from any device 

Derby’s Digital Strategy does not sit in isolation but is connected to and supports the wider policy framework, 

including the Medium Term Financial Plan, Workforce Development Plan, Communications,  ICT plans 

and Partnership Working. 



Our PLAN 

Digital  

Customer 

Service 

“Enabling Derby’s residents to get the services and information they need online” 
This means providing services and information online to residents and businesses 

in an easy to use way using tools they are familiar with. 

Digital 

Workforce 

“Staff will have the digital tools and skills required to deliver services effectively and 

efficiently” 
This means we ensure staff are appropriately trained and have the necessary equipment to deliver  

digital services. 

Digital 

Derby 

“Equipping residents and businesses with the digital skills and technology they 

need to enhance their lives” 
This means enabling residents and businesses in the city to use technology to improve their lives, 

providing them with access to devices and the internet as well as developing their digital skills, from  

the young people in our schools to our elderly residents.  

Digital 

Collaboration 

“Digital technology will enable the Council and its partners to tackle complex issues 

and work together seamlessly” 
This means using digital technology to work with our partners to deliver outcomes we all desire 

and incorporate aspects of Digital Customer Service, Digital Workforce and Digital Derby 



Customer Service of the FUTURE 

Journey from managing customer contacts to CASE MANAGERS 



THANK YOU 


