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Summary 

What we reviewed and why 
1 Councils are making changes to how people can access services. They are 

creating communication channels and self-service options for customers to access 
services online. This is called ‘channel shift’. Carmarthenshire County Council is 
channel shifting more services online. Because this is an increasingly important 
element of customer interaction, we decided to review the approach that the 
Council is taking in this area and get perspectives from service users.  

2 We undertook the review in two parts. The first part was a review of the Council’s 
approach to channel shifting services online, looking at how service users are 
involved in the process. The fieldwork for part one was undertaken in July and 
August 2018. We gave interim feedback to the Council in November 2018. The 
second part of the review asked service users for their views. For this we 
undertook a service user satisfaction survey to ask citizens for their views about 
the Council’s online services. The survey was available from 19 November 2018 to 
8 February 2019. The Wales Audit Office and the Council promoted it via their 
websites and social media channels. We received 138 responses. Key information 
from that survey is attached in Appendix 1.  

What we found 
3 Our review sought to answer the question, ‘Do the needs, experiences and 

aspirations of service users inform the design and delivery of services to more 
closely meet their needs?’ Our focus in this review was on the Council’s approach 
to channel shifting services online. 

4 Overall, we found that, most service users in our survey were satisfied with 
the Council’s online services but the Council needs to establish a process 
for involving service users in developing its online provision and assessing 
user satisfaction. We reached this conclusion because: 
• most service users in our survey said online services were easy to use but

the Council does not have a process for involving users in the design of
these services;

• the Council is successfully shifting services online and most service users in
our survey said they would recommend the Council’s online services;

• the Council is widening access to services by improving its online offer and
increasing the number of customer service hubs; and

• most service users in our survey said it was easy to let the Council know
about issues with its online provision, but the Council does not routinely
assess user satisfaction.
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Proposals for Improvement 

Exhibit 1: Proposals for Improvement 

The table below sets out the proposals for improvement that we have identified following 
this review. We expect the Council to take action in response to these proposals for 
improvement. 

Proposals for improvement 

Service user involvement 
P1  The Council should develop a systematic approach to involving service users in 

the future design and development of its online/channel shifted services. 

Service user satisfaction 
P2 The Council should develop ways to capture service user satisfaction data on its 

online services, so that it can continue to make improvements. 

Exhibit 2: opportunities for the Council to explore 

The table below sets out opportunities that we have identified following this review that 
the Council may wish to explore. 

Opportunities for the Council to explore 

Service user data  
O1 The Council could look at ways to improve the data it holds about the users of its 

online services. This would help the Council identify sections of the community 
not using digital channels so that it could engage with them to understand any 
barriers they may be experiencing. 

Accessibility of online services 
O2  The Council could explore if external testing of its online offer could help ensure 

accessibility for different user groups. 
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Most service users in our survey were satisfied 
with the Council’s online services but the Council 
needs to establish a process for involving service 
users in developing its online provision and 
assessing user satisfaction   

Most service users in our survey said online services were easy 
to use but the Council does not have a process for involving 
users in the design of these services 
5 In reaching this conclusion we found that: 

• 66% of service users in our survey said that they found it very or quite easy
to complete the process online;

• 61% of service users in our survey said that they found it very or quite easy
to find the services that they needed on the Council’s website;

• the Council’s approach to channel shift is to design online services that are
as easy to use as possible so that people naturally choose digital over the
more traditional channels;

• when the Council is deciding which services to channel shift, the
assessment process includes consideration of how the new digital channel
will improve the customer experience, but the Council does not routinely
involve service users in the design of its online services;

• when channel shifting services, the Council is looking to improve current
services by reviewing the end-to-end processes to make transactions as
easy as possible for the customer; and

• the Council is taking a soft launch approach in rolling out its online services,
to give it the opportunity to refine and improve those services, but the
Council needs to be clearer when the soft launch/testing phase ends so that
it can publicise the service more widely.

The Council is successfully shifting services online and most 
service users in our survey said they would recommend the 
Council’s online services    
6 In reaching this conclusion we found that: 

• 66% of service users in our survey said that they were very likely or quite
likely to recommend the Council’s online services to family and friends;
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• 63% of service users in our survey said that they were very satisfied or
satisfied with the overall quality of the online services; and

• the data on types of contact shows an increase of approximately four per
cent in the proportion of contacts using e-forms for comparable months
across the period April 2016 to December 2017.

The Council is widening access to services by improving its 
online offer and increasing the number of customer service 
hubs  
7 In reaching this conclusion we found that: 

• the Council is continuing to channel shift a range of services to give an
online option;

• apart from school admissions the Council has not made any services online-
only, digital channels are created to be options alongside traditional
channels;

• the corporate website is fully device responsive, bilingual and uses assistive
technology software1;

• the Council is also investing in its customer service hubs (Hwbs) with a new
one recently opened in Ammanford and plans for a further one in
Carmarthen;

• in the Hwbs, Council offices and libraries customer service staff help people
access online services;

• where residents need IT skills support, customer service staff signpost to
training sessions held in the Llanelli Hwb; and

• the Council’s mobile library fleet provides free Wi-Fi that residents can
access using the on-board iPads or their own devices.

Most service users in our survey said it was easy to let the 
Council know about issues with its online provision, but the 
Council does not routinely assess user satisfaction  
8 In reaching this conclusion we found that: 

• 64% of service users in our survey said that they found it very easy or quite
easy to let the Council know about any issues with its online services.

1 Assistive technology software helps make websites more accessible for users with 
specific needs by allowing them to customise the website, for example, by adjusting the 
colour contrast settings, making the fonts larger or having the content read out to them. 
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• in our survey, services users were divided on whether they thought the
Council was good at letting residents know about the Council services that
are available online:
‒ 46% thought they were very good or good; and

‒ 46% said that they thought they were poor or very poor.
• the Council is not routinely collecting data on user satisfaction regarding the

quality of its online services, although in February 2018, an online feedback
tool was launched for the green waste service via MyAccount (this feedback
tool could be applied to other online services).

• there are mechanisms in place to capture customer feedback on the
website, for example: ‘ask a question’, ‘feedback’ tabs and page ratings. The
Council is also looking at developing online web chat functionality with its
customer service agents.

• in developing the housing repairs e-form the Council has made changes
based on customer feedback.

• the MyAccount service allows users (and Council staff) the ability to view the
history on queries and services that have been requested.

• the Council is in the process of developing a new dashboard of digital
measures for its channel shifted services.
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Exhibit 3: key findings from the service user survey 

Key findings from the service user survey
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