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Welcome
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Sasha
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Why and What is CX?
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SHARE BAD EXPERIENCE 95%

SHARE GREAT EXPERIENCE 87%

CUSTOMER EXPERIENCE IS THE PRODUCT OF AN 
INTERACTION BETWEEN AN ORGANISATION AND A 
CUSTOMER OVER THE DURATION OF THEIR 
RELATIONSHIP



Changing Customer Expectations 
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TECHNOLOGY CHANGES
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INCREASING POPULATION
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Giving customers a face
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CX doesn’t have to be complicated 

• Planning Application
• Animal Registration 
• Hard/Green Waste
• CRM Process 
• Venue Hire
• Green Waste
• Name and Address Register (NAR) 
• Information Management
• Kindergarten Enrolment
• Contact Centre, inbound calls and counter enquiries 
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You can change what you don’t understand
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The secret sauce 

23/10/2019 12

Delivering successful CX, in the 
local government context, is a 
integrated partnership with the 
executive, IT and HR.



Planning, a case study
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If we don’t change

We will continue to deliver a service 
experience that is fragmented and 
frustrating for our customers and staff.

We will continue to pass customers 
around, duplicate effort and resource, 
and be unable to truly leverage 
information that would support a 
holistic organisation.
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If was easy, everyone would be doing it

• Service mapping uncovers your organisations 
inefficiencies 

• CX in the current CX context, requires a large 
amount of technology changes

• Change is hard



1. You can’t deliver an improved CX if your executive are not 
onboard, and not just say they are, but actually onboard

2. It doesn’t need to cost millions
3. Technology and CX are inextricably linked 
4. You already know what your customers want
5. CX does not belong to the Customer Service department
6. If we don’t increase trust in sector, we will become 

irrelevant.
7. CX requires change at a systematic level
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Takeaways
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Questions?
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