
Appendix D

Transformation Programme

Product Delivery Overview

Six-Monthly Plan

Products Vulnerable MBC

Integration CRM - EDM Positive: Med Positive: High 

Learning

Capturing outgoing letter/s in EDM Positive: Med Positive: High 

Learning

Data Matching (circa 1500 customers) Postive: Low Positive: High 

Learning

Customer Registration (circa 1500 

customers)

Positive: Low Positive: High 

Learning

Customer Authentication (circa 1500 

customers)

Positive: Low Positive: High 

Learning

Online Uptake Positive: Low Positive: High 

Learning

Customer Engagement Positive: High Positive: High 

Learning & 

Promotion

Digital Delivery Access Page Positive: Low Positive: Low 

Promotion

Discretionary Fund in place Positive: High

£

Positive: High

Reputation

£

Change to Exemptions Positive: High

£

Positive: High

Reputation

Accurate CT Bill Positive: Low Positive: High

Reputation

Opt-in Letters sent

?Opt-in to CTS

?Opt-in to digital

?Send email

Communications Plan (regional group)

CTS New Claims & Collection Process

? On-line

Positive: Medium
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Appendix D

Authentification & Verification Process Positive: High Positive: High

Reputation

£

Enable CTS New Claims & Collection 

Process

Positive: Medium

Streamline other processes (R&B, CT)

?To be defined

?Development of proactive customer 

messages / reacting to calls in to CS etc.

Positive: High Positive: High

Reputation

£

Increase web forms & Workflows

?To be defined

Positive: High Positive: High

Reputation

£

Upgrade to Content Server 10 Neutral Positive: Med

Document management for CTS scheme Positive: Low Positive: Med

Document management for UC 

requirements

?To be defined

Positive: Med Positive: High

Implement web portal functionality for 

planning / CTS / housing options

?Webview

?To be defined

Positive: High Positive: High
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Appendix D

Re-installation of Gov Metric (cust 

satisfaction)

Positive: Med Positive: High
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Procurement of new Content 

Management System

Neutral Neutral

Updated web content following review (all 

service areas)

Positive: High Positive: High

Reputation

£

Implementation of design improvements 

from customer engagement

Positive: High Positive: High

Reputation
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