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Why do this?

"What scares me about this is that you know more 
about my customers after three months than I 
know after 30 years."
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Why do this?

"What scares me about this is that you know more 
about my customers after three months than I 
know after 30 years."

‘the citizen always and everywhere at the heart 
of public service provision’
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Who takes responsibility?

- For TESCO, it was the Chairman

- Generated an ethos throughout the company

- Focus on data analysis



Customer Service Excellence is designed to operate 
on three distinct levels:

- As a driver of continuous improvement

- As a skills development tool 

- As an independent validation of achievement 



What is a data analyst?

Not necessarily a statistician
Someone who understands how the data was 
collected
A knowledge of how the data analysis will be used 
is a good idea
Ability to use data analysis software
is important – excel, access, 
possibly SPSS
An ability to ask questions
And an ability to present the results 
in a meaningful way
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Are any products for sale that can fit the bill?

• Mosaic is based on analysis of the latest trends in 
UK society, a wealth of high quality, 
comprehensive data sources and a sophisticated 
proprietary approach to cluster analysis, supported 
by analysis of market research to validate the 
classification 

• 155 Mosaic person types aggregate into 67 
household types and 15 groups, to create a 3 tier 
classification that can be used at the individual, 
household or postcode level 



ONS have an ‘area classification’, and its free!

The 2001 Area Classification is used to group 
together geographic areas according to key 
characteristics common to the population in that 
grouping. These groupings are called clusters, 
and are derived using census data.
The classification is used by government 
departments and academics for analysis and 
comparison, and can also be used by members 
of the public and school pupils for finding out 
about where they live and how it compares with 
the rest of the country.



Your data is much richer than this....and its also free!

Data audit?

What data does your Authority have?

How was it collected?

Does it tell you about areas, individuals, 
households? 

Is it being used beyond the purpose for which it 
was collected? 



Can it be used beyond the purpose for which it was 
collected?

- Did we ask the customer whether the data can be 
shared? And for what purpose?

- Do we have a data-sharing protocol in place?

- Ministry of Justice website gives a useful guide to 
data-sharing

http://www.justice.gov.uk/reviews/datasharing- 
intro.htm



Does the data you need sit within more than one 
organisation?

- LSPs have lots of useful, customer-orientated 
data

- Crime and disorder partnerships share data 
routinely

- Are you wanting to look at all the data together, 
or by policy or service ‘theme’?

- Worth devising a ‘vision’, and an action plan of 
how you will achieve it



What spatial level are you interested in?

- Loads of data at Local Authority level

- Quite a lot of data at ward level

- More data at LSOA level

- More still at the level of the household, or the 
individual



You can also create data….

- Customer surveys

- Citizens’ Panels

- Focus Groups

And you will be able to gather information about 
your customers’ opinions, customer 
satisfaction with your services

These are skilled areas and you will need 
someone with the right expertise



Its very important that your analysts know how to 
make the data interesting



Its very important that your analysts know how to 
make the data interesting

How do we compare with last 
month / last year / hated Local 
Authority next door?



Sometimes a few words will draw the picture for a 
thousand numbers…..

• The population of the North East stands at just 
over 2.5 million, and has been rising steadily for 
the whole of this decade

• Ward X has the lowest average property prices in 
the UK

• Employees in Local Authority Y have the lowest 
median weekly pay of any English region

• LSOA Z has experienced the greatest decline in 
the burglary rate of all the wards                              
in Local Authority Y since 2001-02



Are your analysts recognised in the Authority?

• Where do they sit?

• Do they have a name?

• Do they need a logo?

• How can their profile be raised?



NERIP has agreed to help promote the need for good, 
accessible data analysis around Customer Insight

Phase One
- A needs assessment for all Local Authority data analysts, vis-a- 

vis the Customer Excellence Standard

Phase Two
- A one-day event focused on interpreting the findings of phase 

one, facilitated by NERIP

Phase Three
- Two ‘self-help’ workshops 

Phase Four
- Fifteen training capacity building events –

‘research basics’ – by theme? by area?

Then a written report with recommendations 
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