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Outcomes

· To understand the needs and wants of your current users

· To understand the barriers to participation for the wider community

· To continuously improve the service you provide and therefore the satisfaction and loyalty of your customer base

	Challenge:
	Heading:
	What do we currently do:
	What action can we take:
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	Challenge:
	Heading:
	What do we currently do:
	What action can we take:



	PLAN
	
	
	

	How do you plan your customer and market research
	· Customer research plan
· Market research plan

· Business plan

· Local and regional corporate plans and strategies
· Marketing techniques
· Research data

· Previous user and non-user research
· Feedback methods

· Local and national demographics
· Target groups

· Procedures and polices
	
	

	DO
	
	
	

	How do you communicate your findings in relation to improving the service for both customers and staff
	· ‘Golden thread’ 
· Business plan context

· Staff,  customers and stakeholder engagement

· Staff meetings

· Appraisals and personal development planning
· Customer and stakeholders feedback 
	
	

	What legislation, statutory or best practice have you considered
	· NBS 

· Satisfaction surveys
· Competitor analysis

· External surveys
	
	

	What training has been put in place for staff to deliver this commitment
	· Customer service training
· Induction training

· Customer feedback training

· Market research training

· Procedures and polices
	
	

	What resources have been committed to achieve these outcomes
	· Resources

· Internal and external expertise

· Partners to support delivery
	
	

	MEASURE 
	
	
	

	How do you measure
	· Local objectives

· Customer satisfaction

· Mystery visits and calls

· Focus groups

· Benchmarking
	
	

	REVIEW
	
	
	

	How do you review what you measure
	· Research plan

· Business plan
· Celebration of success

· Customer feedback
· Regular team reviews

· Independent research
· Procedure and policy systems   
	
	

	IMPACT
	
	
	

	Has what you have done made a difference
	· Higher levels of customer satisfaction
· Service provision
· Word of month
· Performance measurement

· Testimonials
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