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Customer Engagement Strategy Summary- Easy Read
What is customer engagement?
Customer engagement is about involving our customers in our services.
o This means working with you to make sure you have a meaningful say in how
our services are designed and delivered.
o It is also means making sure you can get involved in your local community and
that you, your friends, family and advocates have a voice on issues which matter
to you.

Customer engagement is important to us. That is why it is one of our Strategic Objectives.
Strategic Objectives: these are areas that we will focus on over the next 5 years to
improve our services.
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Why does customer engagement matter?
We believe that meaningful engagement benefits everyone. We:
 Know our customers value meaningful engagement activities
 Improve our services based on feedback from customers

 Can show that we deliver quality customer engagement which helps us to win new
business and grow our services
 Are required by our regulators and commissioners to engage customers in
service design and delivery
 Motivate our non-frontline staff (staff who work in our offices and not directly
with customers) by giving them opportunities to engage with customers
Regulators: people who supervise our services to make sure we follow the rules
Commissioners: people who decide which organisations should provide services in their area
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What we have done this year (2018-19)
Launched a quarterly
Customer Newsletter
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Our Customer Engagement Strategy
Having a customer engagement strategy is important because it tells us:
a) What areas of customer engagement we should focus on, and
b) What we should do to achieve success in these areas
Customers at the Operations Board helped to create this strategy.

How it fits together
The next page shows you how the strategy fits together.
There are 4 key aims which are shown in the centre. This is what we want to achieve.

The actions are shown on the outside. These explain what we will do to achieve our
aims.
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Improve communication
with friends, families
and advocates
Customer
Conference
Operations board

Customer Newsletter

Regional forums

Advance Collective

Support customers to get
involved in campaigns and
politics

Advance website

Increase
engagement
opportunities

Further
customer skills

Improve
communication
with customers

Further staff
skills

Record preferences
and increase ways to
contact customers

Define good
engagement
Promote understanding
of engagement

Identify other interests
Create engagement plans for
5
housing, support and
employment services

Train staff in the
skills they need
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