People

Customer Insight

You can provide amazing services to your customers if you know
exactly who your customers are. How fantastic is their experience
when you answer the phone and use their name, when you ring
them to explain a rent statement because they have trouble reading,
when they receive their newsletter by email because they’ve told you
that’s the way they want to receive information from you.

How efficient for you that you can target financial inclusion strategies
in a particular area, rather than a scattergun approach because you
know that people in that area have higher debts, not just with you,
but with other companies as well.

You can make a bigger difference to their lives with the resources
that you have by supporting your people in a tailored way — you can
help them reduce all their debts, not just those to you.

“Yvonne has revamped our training programme, supported our
staff and managers in understanding and using Equality Impact
Assessments, improved our performance reporting to maximise
the impact our customer profiling data has on access and service
delivery.”

“YCChange has a range and depth of skills that we could draw
upon - cross cutting services such as equalities and diversity,
value for money and access and customer focus - as well as front
line service skills around income, asset management and repairs.”
Tim Harris

Interim Chief Executive
Homes in Havering

We can help you gain amazing customer insight which in turn will
provide improved services to your customers whilst making the way
you do this, much more cost effective.

We can help

* Insight Strategy

» Customer Profiling

» Data Analysis and Research

« Efficiencies through Resource Prioritisation

* Service Improvements
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We work with you to identify what data you have, and what you don’t
have. Most importantly we help you work with your data, analyse it
and understand how you can use it to provide value for money
services. We can map your customer data against demographic data
such as income levels, the types of houses they live in and their
lifestyles.

“YCChange have carried out the final household survey of our
Strong Safer Communities Funded Neighbourhood Management
Pathfinder...making sure that the sample size was big enough and
the demographic mix representative enough. The team was lovely
to work with and the finished product very professional. | would
not hesitate to use YCChange again.”

Hayley Ash

Cotmanhay Neighbourhood Manager
Cotmanhay Enterprise Centre

We can put people into groups, and because of their shared
interests and lifestyle, we can predict what kind of services and
facilities such people will expect to see in their local area. This
results in limited budgets being spent where they are needed the
most, and is much more efficient than just providing a standard list of
services everywhere.

In addition, it will be possible to predict changes better. For example,
if the people in an area are mostly newlyweds and young couples,
the chances are that playgrounds, nursery facilities and school
places, as well as a doctor, dentist and food stores, will be needed.
The support that you will need to target will be different.

Want to know more?

Have a question, a comment, or need some help? | would love to
hear from you so contact me, Yvonne on:

Tel: 0845 1800 216
Email: yvonnecastle@ycchange.co.uk
Web: www.ycchange.co.uk
E: www.linkedin.com/in/ycchange
B: www.twitter.com/ycchange
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