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1. 

 
INTRODUCTION 
 

1.1 In June 2024 the Council approved the new Customer Service Strategy and Charter. 
That Strategy had an accompanying Action Plan with forty approved actions and 
another five were added to it relating to the Audit Scotland Digital Inclusion Report 
released in July 2024. This paper provides an update on the progress in implementing 
those forty five actions. The Customer Service Strategy Action Plan Progress Report 
shows that at the end of July 2025, 31 of the 45 agreed improvement actions have 
been completed. 
 

1.2 In summary: 
- 31 Actions have been completed (See Appendix 1 for detail) 
- 12 Actions are in progress (See Appendix 2 for detail) 
- 2 Actions are yet to start. (See Appendix 2 for detail) 

 
The plan is fully on schedule for completion by the end of 2025/26. 

2. RECOMMENDATION 
 

2.1 We recommend DMT notes the substantial progress in the first year since the Strategy 
and Action Plan were approved and that the Action Plan is on track for completion in 
2025/26. 

 
3. 

 
DETAIL 
 

3.1 
 
 
 
 
3.2 
 
 
 
 
 
 

The new Customer Service Strategy and Charter approved in June 2024 had a raft of 
improvement actions detailed in the Strategy Action Plan. These were linked to the six 
Charter pledges so that it was clear how completion of each set of actions would help 
improve delivery of each pledge. 
 
Completion against each Charter Pledge action set so far is: 

Pledge  Number of 
Actions 

Number Completed to 
date 

We will provide a responsive service to 
requests and enquiries. 

          7    All completed 

Mutual respect and fair treatment will be the 
basis of council and customer engagement. 

          6 4 Completed 
2 In Progress 

https://www.argyll-bute.gov.uk/sites/default/files/2025-07/CSC-Telephony-Satisfaction-Report-FQ1-April-June-2025.pdf
https://www.argyll-bute.gov.uk/sites/default/files/2025-07/CSC-Telephony-Satisfaction-Report-FQ1-April-June-2025.pdf
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 We commit to giving customers a wide and 
inclusive range of ways to contact and 
engage with us. 

          7 3 Completed 
3 In Progress 
1 Unstarted 

We will deliver information and services in an 
open and transparent way. 

           7 3 Completed 
4 In Progress 

Safeguarding customers’ privacy and keeping 
their personal data secure is a key priority for 
us. 

           6 4 Completed 
1In Progress 
1 Unstarted 

We will continually strive to improve our 
service based on feedback from customer 

           7 All completed 

Additional Digital Inclusion Actions added 
from Audit Scotland Report 

           5 3 Completed 
2 In Progress 

 
See Appendix 1 for completed tasks and Appendix 2 for those in progress or 
unstarted. 
 

3.3 Some key achievements include: 
• Development of a new in-house customer service professional training course 

accredited by SQA. 
• Completion of Community Service Point Pilot and development of a roll out pack 

for future community groups 
• Launch of a new Intranet Hub site based on Drupal 10 platform 
• Development of a new BI Reporting dashboard for Customer Services by 

Performance Improvement Project 
• Migration of the Corporate website to a cloud based resilient platform 
• Seamless migration of Contact Centre platform to Teams Telephony from Skype 

Telephony 
• Move of registration service to paperless, remote working practices as lead 

cohort of national NRS “Calling the Pages” project. 
• Full review of corporate complaints system and upgrade to take account of 

UNCRC rights of the child requirements set by SPSO 
• Development of new resources for countering digital exclusion including Your 

Guide to Getting Online and broadband social tariffs 
• Development of a new Customer Service Toolkit onto MyCouncilWorks. 
• Creation of a “We don’t do this” website resource to signpost customers to the 

right organisation when they contact the council about a service we do not 
provide. 
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4.0 
 
4.1 
 
 
 
 
 
 

CONCLUSION 
 
Considerable progress has been made on implementing the actions from the 
Customer Service Strategy Action Plan with 69% completed and the remainder on 
course for completion in this business year. Completion of these tasks is a key enabler 
for Council Service to deliver the Customer Service Strategy and Charter pledges. 
 

 
5. 
 
 
 
 

 
IMPLICATIONS 
 

No. Type Implication 
5.1 Policy The Customer Service Strategy is in the Council’s 

Constitution 
5.2 Financial Relevant initiatives are met from existing budgets 
5.3 Legal None 
5.4 HR None 
5.5 Customer 

Service 
The Customer Service Strategy, Charter and Action Plan 
are integral to continuing to deliver high standards of 
customer service. 

5.6 Risk Reputational risk and costly rework related inefficiency is 
minimised by having high standards of customer service. 

5.7 Climate 
Change 

The enhancement of our digital services reduces our 
carbon footprint 

5.8 Fairer Scotland 
Duty 

None 

5.9 Equalities – 
protected 
characteristics 

Is a fundamental aspect of our Customer Service 
Strategy, Charter and many Action Plan Actions 

5.10 Consumer Duty Will have associated DPIA completed 
5.11 Island 

Communities 
Actions on equitable access to services were included in 
the Action Plan. 

5.12 Children’s 
Rights and 
Wellbeing 

Action on UNCRC elements was included in the Action 
Plan 

 
 
Kirsty Flanagan, Executive Director with responsibility for Customer Support Services 
 
June 2025  
 
For further information contact:  
Jane Fowler, Head of Customer Support Services, jane.fowler@argyll-bute.gov.uk  
Bob Miller, Customer Engagement Manager, robert.miller@argyll-bute.gov.uk 
 

mailto:jane.fowler@argyll-bute.gov.uk
mailto:robert.miller@argyll-bute.gov.uk
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Appendix 1: Detail of Completed Action Plan Actions 
Appendix 2: Detail of In-Progress and Unstarted Actions 
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Appendix 1: Detail of Completed Action Plan Actions 
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Appendix 2: Detail of In-Progress and Unstarted Actions 
 
In Progress tasks: 

 

 
 
Unstarted Tasks: 

 


