
 

 

Overview and Scrutiny 

 

Timeline of engagement and decision-making 

The intention to make a priority of resident experience was set out to Full Council in 
February 2020, though the programme of work was subsequently delayed by the pandemic. 

The report to the Overview and Scrutiny Committee on 9 September 2021 was the first 
formal engagement with Members. This report provides an update on the recommendations 

made by the committee at that meeting. 

1. Summary 

1.1. This paper provides an update on recommendations made by the committee at the last 
meeting. The recommendations were as follows: 

That: 

1. The key issues raised by Members at the meeting be noted and taken on board as 

part of the resident experience programme. 

Update on Improving the Resident Experience 

Date: 30 November 2021 

Key decision: No  

Class: Part 1 

Ward(s) affected: All 

Contributors: Assistant Chief Executive; Head of Insight, Transformation and 
Organisational Development; Director of IT and Digital Services; Head of Corporate 
Customer Relations  

Outline and recommendations 

This report provides an update on recommendations made at the September Overview and 
Scrutiny Committee meeting where a report on the Resident Experience Programme, 

intended to improve the experiences of our residents in their interactions with the Council, 
was considered. 

Overview and Scrutiny is recommended to note, and comment on, the contents of this 
update. 
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2. Officers review, as part of the resident experience programme: 

 
(a) the pathways and gateways for Members to raise cases (first-stage and escalated) 

to departments; and 

(b) Member casework digital systems, to ensure they are working for all stakeholders, 

including Members. 

 
3. A series of Member-led, themed workshops be held to examine in detail the key 

themes raised by Members, to help shape the resident experience programme.  

 
4. Prior to the workshops, to inform Member thinking, a facilitated session be held 

with councillors to really understand and focus on how our services can be 
reshaped with residents at the centre. 

 
5. The Chair of Overview and Scrutiny write to the Chief Executive to request an 

urgent review of the Council’s automated telephone system, to assess its usability, 
with the results reported back to Members of the Committee. 

 
6. An update report be received at the next meeting, feeding back on the above 

recommendations; and their impact on the resident experience programme. 

2. Recommendations 

2.1. Overview and Scrutiny is recommended to note and comment on the contents of this 
update report.  

2.2. The Committee may wish to recommend that officers working on the Resident 
Experience Programme keep the councillors that have led on this work up to date on 
progress. The Committee may also want a further update on the programme at its 
February meeting. 

3. Policy Context 

3.1. The resident improvement work will enable all priorities of the Corporate Strategy, most 
explicitly Open Lewisham, as well as the organisational priority from the Chief 
Executive’s paper to Full Council February 2020 to improve our resident 
experience, and supports the work of our Future Lewisham ambition.  

3.2. The Council’s values shape interactions and behaviours across the organisational 
hierarchy, between officers, and members, between the council and partners and 
between the council and residents. In delivering our duties, we are guided by the 
Council's four core values: 

 We put service to the public first  

 We respect all people and all communities 

 We invest in employees  

 We are open, honest, and fair in all we do. 

4. The automated telephone system 

4.1. Following the September meeting, it was agreed that the Chair of Overview and 
Scrutiny would write to the Chief Executive to request an urgent review of the Council’s 
automated telephone system, to assess its usability, with the results reported back to 
Members of the Committee. The report of the Director of IT and Digital Services, 
requested by the Chief Executive, is attached at Appendix B. 
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5. Casework 

5.1. It was recommended at the September meeting that officers review, as part of the 
resident experience programme, (a) the pathways and gateways for Members to raise 
cases (first-stage and escalated) to departments; and (b) Member casework digital 
systems, to ensure they are working for all stakeholders, including Members. 

5.2. A review of casework has begun with initial work undertaken by the Corporate 
Complaints and Casework team to explore potential future options.  These will now be 
further developed as part of the resident experience programme with a view to then 
piloting an approach with Members prior to any changes being introduced.  This 
workstream is intended to be prioritised as part of the programme.   

6. OSC Sessions 

6.1. At the September meeting, the Committee recommended that a series of Member-led, 
themed workshops be held to examine in detail the key themes raised by Members, to 
help shape the resident experience programme. Prior to the workshops, to inform 
Member thinking, it was recommended that a facilitated session be held with a service 
design expert so that councillors could really understand and focus on how our 
services can be reshaped with residents at the centre. 

6.2. On 8 November Members of the Committee were invited to attend a session with Lou 
Downe, the author of ‘Good Services’. Lou Downe is an expert in service design and 
how to ensure that services work well and are user focussed. At the session, Members 
considered what a service is; what users need, and how they behave when using 
services; the importance of service design and putting the residents’ needs at the heart 
of service delivery; and the 15 Principles of Good Service Design and how to use them 
to build services that work for everyone. It was noted that bad service design was one 
of the biggest unnecessary costs to taxpayers and that policies and services should go 
hand in hand. In the discussion that followed, Members discussed: 

 How to balance what users want to do with what they need to do 

 Ensuring that residents are heard, understood and empahised with - and 
communicated with in a way that makes sense to them 

 How to avoid service silos 

 The importance of contract management for outsourced services 

 Considering the full scope of the user journey inclusing interaction with other 
services and organisations 

 The importance of cultural change in service transformation and redesign 

 How to design inclusive services and the importance of thinking about what 
people can and can’t do; can and can’t access; and their identity 

 Digital services doing the heavy lifting, so other channels can deal with more 
complex issues which need a human being. 
 

6.3. Following the session with Lou, four member-led workshops were held. The workshops 
focussed on the themes that emerged at the September meeting: 

 Organisational culture 

 The opportunity of local 

 Digital inclusion and innovation 

 Multi-channel approach 
 

6.4. Participation in the workshops was on the basis of interest, Scrutiny Members could go 
to as many or as few workshops as they liked. Each group was asked to come up with 
a vision statement to articulate what they thought the council wanted to achieve in that 

https://lewisham.gov.uk/contact-us/send-us-feedback-on-our-reports


  

Is this report easy to understand? 
Please give us feedback so we can improve. 
Go to https://lewisham.gov.uk/contact-us/send-us-feedback-on-our-reports   

area and then consider how they think success against the vision statement could be 
measured. Finally, they considered any relevant barriers / challenges / opportunities. A 
summary of the workshop outputs is appended at Appendix A. The full notes of each 
session have been provided to the officer lead for the Resident Experience programme 
to help inform the evidence base for the programme. 
 

6.5. Officers working on the Resident Experience Programme are keen to keep councillors 
up to date on progress. The governance arrangements for the programme are currently 
being established but an informal member group could form part of the arrangements. 
It is suggested that the Chair of Overview and Scrutiny; Councillor Walsh, who led on 
this topic for the committee and facilitated two workshops; and councillors Davis and 
Latouche who facilitated the other two workshops, meet with the officer team 
periodically, if they would like to do so, to hear about progress on behalf of scrutiny. 
The Committee may also want a further update on the programme at its February 
meeting. 

7. Next steps 

7.1. The Resident Experience programme is entering the Discovery and Design phase 
which will be delivered over the next 6 months. 

7.2. The areas of focus for the Discovery phase have been informed by engagement to 
date with Members and officers. 

7.3. The approach for the discovery phase will be to undertake a series of exercises 
seeking to understand who our residents are and the different needs of our varying 
resident personas as well as what our current landscape is in terms of how and when 
residents access our services, the different channels across the organisation, what our 
residents experiences are to date and where the areas of opportunity are. This will be 
done through undertaking desk based research, analysis of current operating models, 
finding and analysing the data and insight we already hold on our residents, as well as 
speaking to Members, staff and residents.  

7.4. The design phase will take the understanding we have developed through Discovery to 
identify how we can address the gaps and improve our ability to meet resident’s needs 
thorugh the design of potential solutions which will lead to the development of a 
business case for the Delivery phase of the programme. 

7.5. The Discovery and Design phases will be carried out taking into consideration the 
Council’s financial position and budget savings discussions.  The driver for this 
programme is to improve the quality of our services and improve the experience of 
interacting with the Council for our residents. By understanding our residents’ needs, 
and designing our services around these, we should inevitably improve our processes 
through streamlining them and improve our communication and empowerment for 
residents. These improvements will lead to more effective and efficient interactions and 
processes and therefore result in the delivery of savings. At this stage, the programme 
is about to start the Discovery work which will identify the areas and size of opportunity 
and the potential for benefits including savings against these areas. The programme 
should deliver savings whilst improving experience for our residents, and it is proposed 
channel shift opportunities should be considered with this service design viewpoint and 
through the approach being developed by this programme rather than a traditional 
approach to channel shift which has historically proven difficult to deliver savings 
against and can reduce our ability to deliver successful outcomes for our residents. 

7.6. In terms of the committee’s recommendations and input so far, the findings of the 
telephone review will be taken forward by officers and work is ongoing in relation to 
casework. Members of the senior leadership team are having their own session with 
Lou Downe in December. The outputs from the member led workshops will be fed into 
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the resident experience programme and there will be an ongoing role for members to 
inform the evidence base for this work from their experiences working with and 
representing residents. Members are especially well-placed to shape this work as it is 
about the relationship that the Council they oversee has with the residents they 
represent. Experiences and insights members have from casework, surgeries and 
wider resident engagement are critical to the evidence-led approach officers are 
taking.   

7.7. There will also be opportunities for resident engagement and coproduction, as part of 
the Council’s dual commitment to user-led design and improving equality through our 
work.   

7.8. As outlined above, officers are currently completing the scoping activity for the resident 
experience programme and associated accelerators and pilots over the coming months 
with a view to having a fully scoped and defined programme in early 2022 to begin 
delivery in full. 

8. Financial implications  

8.1. There are opportunities, in improving our processes and structures around resident 
experience, to achieve cost savings, in line with the Medium Term Financial Strategy 
programme.This programme of work should result in a sustainable operating model, 
enabling us to continue to meet the needs of our residents within an ever-reducing 
financial envelope. The cost of the Lou Downe session on designing good services for 
residents was met from the scrutiny budget. 

9. Legal implications 

9.1. There are no direct legal implications arising from this report.  

10. Equalities implications 

10.1. Improving our resident experience is about raising our standards for all residents and 
making sure that all interactions with the Council are positive, supportive, enabled and 
empowering. We have a diverse borough and need to take into account and design 
for the range of experiences and characteristics of our residents, mitigating barriers 
they may experience and reducing marginalisation through intelligent, inclusive 
design. This programme will actively engage with “seldom heard” residents as outlined 
in the democracy review.   

11. Climate change and environmental implications 

11.1. There are opportunities, in improving our processes and structures around resident 
experience, to design with climate in mind and strive for reduced transport, printing and 
other high polluting and resource intensive approaches, delivering environmentally 
friendly alternatives wherever possible – e.g. through reduced need for paper contact 
and in-person appointments.  

12. Crime and disorder implications 

12.1. There are no specific crime and disoder implications arising from this report. 

13. Health and wellbeing implications  

13.1. There is an opportunity to improve the wellbeing of our residents through an improved 
experience engaging with the Council, particularly for those who have higher than 
average need to interact with the Council or who may have had negative experiences 
with beaureacracy in their engagement public sector agencies. This will be an active 
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consideration of the programme. 

14. Background papers 

14.1. Chief Executive’s Paper on Organisational Priorities to Full Council February 2020 

14.2. Report to Overview and Scrutiny on 9 September 2021 

15. Report author and contact 

15.1. Atika Mohammed, Head of Insight, Transformation and Organisational Development, 
020 8314 3133, Atika.Mohammed@lewisham.gov.uk 

15.2. Charlotte Dale, Head of Overview and Scrutiny, 020 8314 8286, 
Charlotte.Dale@lewisham.gov.uk 

 

https://lewisham.gov.uk/contact-us/send-us-feedback-on-our-reports
https://councilmeetings.lewisham.gov.uk/documents/s72041/Organisational%20priorities%20for%202020.pdf
https://councilmeetings.lewisham.gov.uk/documents/s86174/Item5Resident%20Experience090921.pdf
mailto:Atika.Mohammed@lewisham.gov.uk
mailto:Charlotte.Dale@lewisham.gov.uk


 

 

Appendix A - Workshop summaries 

The full notes of each session have been provided to the officer lead for the Resident Experience programme to help inform the evidence base for 
the programme 

 

Workshop Digital inclusion / 
innovation (led by Cllr 
Latouche) 

 

The opportunity of local 
(led by Cllr Walsh) 

Organisational Culture 
(led by Cllr Davis) 

Multi-channel approach 
(led by Cllr Walsh) 

Vision 
 

Residents are able to easily 
access our services through 
the most suitable channel with 
all our channels accessible for 
all and our website and online 
services easy to use and 
centred on our residents. 
 

We will do the right thing, at 
the right time, for the right 
person, for the right reasons 
and in the right place. 
 
We will provide services that 
deliver social value for the 
communities we serve. We 
will prioritise complementing 
our existing statutory and 
community infrastructure 
where it exists, but also be 
open to developing new 
initiatives where necessary. 
 
We will design, deliver and 
evaluate all of our services 
against our residents’ needs 
and feedback, and we will 
develop and enhance what 
we do through a continuous 
reflection and improvement 
cycle. 
 

We are Team Lewisham and 
we do things the Lewisham 
way. We are there for our 
residents’ life journey – the 
everyday isues as well as life’s 
key moments. We work 
together creatively and 
collaboratively. Staff and 
members alike know what 
good services look like and 
focus on shared outcomes. 
Initiative and new ideas are 
encouraged and rewarded. We 
treat residents as partners and 
see them as whole people, not 
individual issues. Our focus is 
on providing the best 
experience for our residents. 

We will effectively respond to 
your needs via a broad range 
of channels that are felxible 
and equitable.  
 
We understand that for some 
of our residents/customers we 
will need to provide an 
enhanced level of support to 
make sure you can access our 
servives equitably. 
 
Lewisham will listen in a way 
that suits you to deliver your 
services. 
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We will deliver local services 
in partnership, but be 
respectful as to the limits of 
voluntary organisations and 
volunteers. 
 

What will 
success 
look like? 
 

 The website should be 
easily navigable with 
residents able to find and 
access the pages they 
need quickly and efficiently. 

 The website needs to be 
reliable and work well. 

 There should be an 
alternative method to 
contact people if the 
website route fails which 
should be sign-posted at 
the appropriate points on 
the website. 

 The telephone system 
needs to work. If it uses 
voice recognition it must 
recognise the words being 
spoken.  

 User-testing on the website 
should be carried out and 
should include 
consideration of a range of 
people such as young 
people and those with 
protected characteristics. 

 The website should work 
well on different devices. 

The session considered what 
‘Opportunity of Local’ meant to 
them in the context of good 
service design. Key themes 
that emerged included: 
 

 Circular economies: 
communities using their local 
business providers / keeping 
spend in Lewisham / being 
conscious of where we 
spend our money as a 
council. 

 Co-design – building good 
services with the community 
and end-users. 

 Using existing local 
infrastructure. 

 Services that work for the 
local area – not one size fits 
all.  

 Getting good intelligence 
from the community, tapping 
into local networks.  

 ‘Tapping into the energy and 
enthusiasm born from the 
Mutual Aid movement to 

 A good organisational 
culture should be of benefit 
to employees of the Council 
and the results of a positive 
culture should be tangible. 

 We can define success as a 
borough whose culture is 
well defined and articulated 
for both internal and external 
audiences – where everyone 
understand the mission and 
values. 

 Fewer calls – because 
people know where to 
access digital services. 

 More cross team 
collaboration and open and 
creative collaboration 
between staff, residents and 
members. 

 Staff living/wanting to live in 
the borough and residents 
advocating for it as a great 
place to live/work. 

 Fewer complaints. 

 Continuing the successes 
that the response to the 
pandemic brought. 

The session considered what 
‘multi-channel approach’ 
meant to them in the context 
of good service design. Key 
themes that emerged 
included: 
 

 The importance of providing 
services/listening to 
residents in a way that suits 
them (rather than the 
Council). 

 Focus on the 
view/experience of 
residents/customers rather 
than on differences between 
services. 

 Open and transparent 
communication with 
residents . 

 Transparency forming part of 
the quality assurance 
process. 

 Lots of requests are 
received for members by 
telephone – which isn’t 
always practical. 
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Many people access the 
site via their phone and 
some of the areas don’t 
work well in this way 
currently. When user 
testing takes place different 
devices should also be 
trialled. 

 

enhance (not replace) 
staffing roles in services. 

 Revitalising our high streets: 
using community facilities, 
embracing ‘shoputainment’ 
and access to civic and other 
services. 

 Development of a 15 min 
civic city: establishment of 
hubs for simple services.  

 Rebuilding our communities 
post Covid: community hubs 
reminding people to come 
out of the house; promoting 
our local shops. 

 Services that are agile and 
constantly improving based 
on feedback. 

 

 

 Resident satisfaction and 
staff morale/retention 
increasing. 

 The engagement carried out 
in Catford (for the 
development of the 
masterplan) was an example 
of good practice. 

 The ‘brand’ of the borough is 
important – and this is 
emphasised by the profile of 
the ‘borough of culture’. 

 The Council should respond 
to queries on social media 
(but there should be ways to 
‘filter out noise’). 

 Too many platforms for 
members (and the Council?) 
to review and on which to 
respond. 

 Anonymity online and on 
social media – some 
members will not engage 
with anonymous accounts. 

 There should be systems 
and processes for joining up 
contacts from residents – 
which allow officers across 
the organisation to view a 
single file of resident 
information and interactions 
– and ‘no wrong door’ 
(meaning any officer should 
be able to facilitate/direct 
residents to the right 
services). 

 The importance of the 
democratic process in 
setting the direction of the 
Council – and expressing 
the views of the majority 
party. 

 The need for services to be 
flexible enough to meet the 
needs of different (and 
diverse groups of) residents. 
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 The Council should be clear 
about the channels it uses 
and the service standards to 
which it would work. 

 All technology used by the 
Council should enable clear 
communication – and be 
intuitive for residents. 

 
Barriers / 
Challenges
/ 
Opportun- 
ities 
 

Challenges/Barriers:  
 

 The website design needs to 
be joined up with service 
providers. (If things are easy 
to report but then actions not 
followed up that would make 
a poor user experience of 
the website). 

 The digitally excluded need 
to be considered. It should 
be clear to residents how 
and why to use digital but 
that alternatives will be 
available for those that need 
them.  

 Managing public 
expectations needs to be 
part of it as the Council is 
under severe financial 
pressure. Quick wins could 
be better than something 
that is highly aspirational. 

 
Opportunities: 

Challenges/Barriers:  
 

 15 min civic city – it hasn’t 
worked in some other local 
authority areas perhaps 
because of economies of 
scale. Might it create 
enclaves or even ghettos?  

 Officer inertia and 
resistance: we need to 
recruit the right people who 
are buying into the vision 
and are enthusiastic about it. 

 Lack of funding from central 
government: we need to use 
P/political leavers to push 
forward. Officers need to talk 
about the practical 
challenges too. 

 Transitional period – we 
can’t do everything all at 
once: need to be open to 
residents that it will be 
bumpy at first.  

Challenges/Barriers:  
 

 Home working – officers 
can’t communicate 
effectively and managers 
can’t influence culture. 

 Resources/WFH/Legal 
framework/risk. 

 Inability of politicians to 
tolerate failure on the 
journey to success. 

 Do people know what other 
teams are doing? 

 Is their organisational buy in 
to culture change or is there 
change fatigue/memories of 
past failed change 
programmes? Is there 
management buy in? 

 Officers feeling demotivated 
due to cuts and 
redundancies. 

 Reward structure not 
incentivising staff to take 
initiative and be creative. 

Challenges/Barriers:  
 

 The pros and cons of 

enabling contact through 

different channels (and 

whether the Council should 

commit to responding on a 

range of channels or just a 

defined set). 

 The distinction between 

‘needs’ and ‘services’ as well 

as that which is within the 

gift of the Council (and/or its 

partners) to provide. 

 The Council was not always 

forward thinking in terms of 

the funding decisions it 

made. 

Opportunities: 
 

 Being aspirational and acting 
confidently and efficiently 
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 Communicating clearly with 
residents about the best way 
to access services so they 
know how to do things. 

 The range of services 
included under digital 
inclusion is broad – breaking 
down to smaller deliverables 
helps to monitor output. 

 Increasing digital access to 
services is important for 
efficiencies to protect other 
services. Residents should 
be encouraged to access 
services digitally by these 
being excellent rather than 
by the alternative methods 
(such as phone) being poor. 

 Focus on point of view of 
resident. 

 Thinking about how the 
website tracks individuals 
could be useful. i.e if it 
recognises users 
automatically. 

 Apps could play an important 
role. The same user-testing 
would be needed to make 
sure they were appropriate 
and user-friendly. (Others felt 
a properly working website 
was key rather than requiring 

 Tap into ‘local’ mind set and 
the continued push from 
residents to care about their 
own neighbourhood. 

 
Opportunities: 
 

 Tap into our experienced 
residents/officers/councillors’ 
wisdom before spending 
£££s on outside consultants. 

 Communicating what is 
available where, use our 
existing comms channels, 
develop new ones. Have a 
usable directory of services 
and where/how they can 
access them. 

 Could i-casework be used 
directly by residents? We 
need to update our social 
contract with residents – 
what are we going to provide 
and what are we going to 
step back from? Clarity and 
transparency, including the 
reason why, i.e. central 
government. 

 Increased partnership 
working: explore creative 
ways to do crowd funding, 
use digital platforms, support 
seed funding, develop match 
funding. 

 
Opportunities: 

 

 Officers and members 
working together rather than 
officers managing members 
and members holding 
officers to account. 

 Building on the successful 
new ways of working 
developed during the 
pandemic response. 

 Develop a shared 
understanding of what a 
good service is (ref: Lou 
Downe) 

 Develop a participatory 
brand – position the borough 
as an open, connected, 
collaborative and productive 
place to base a creative, 
starter or SME Businesses; 
with access to talent, ideas 
and great spaces. 

 The Council should have a 
clearly articulated vision. 

 Home working might cause 
problems in terms of 
communication – and with 
developing a shared culture. 

 The risks of innovation (and 
failure) in the delivery of 
Council services was a 

rather than just ‘trying to do 
our best’. 

 Lack of funding was a 
question of prioritisation – 
the Council still spends a lot 
of money – even if it has 
less than it used to. 

 There should be open and 

honest communication with 

residents about why 

decisions were being made 

 The potential to use ‘meta 

data’ to target services 

.towards users in a way that 

is best for them. 

 Recognising the diversity of 

barriers to access – and 

being able to tailor contact 

channels to enable access. 

Members had mixed views on  
the emergence of new 
platforms and channels for 
communication – some 
members believing that this 
presented a barrier – and 
some that it was an 
opportunity to engage more 
broadly (particularly with young 
people) 
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residents to download 
additional apps). 

 Working with residents on 
the journey to improvement 
is important.  

 

 Penetration of technology: 
96% of the population now 
have smart phones. The 
expectation is that you can 
now do everything on an 
app. People seem to have 
the platform, we need to 
have the skill to develop and 
utilise it. Just one app to rule 
them all, though!  

 

challenge – because of the 
vital nature of services. 

 The relationship between 
officers and members should 
be collaborative. 

 The ideas generated from 
the session should be 
analysed and prioritised so 
that the suggestions with the 
most impact are 
implemented first. 
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