Unrestricted

HM Revenue
& Customs

Mr & Mrs;

The Marriage of
Social Research
&

Customer Insight.

Ainne Dolan
Individuals Customer Directorate, HMRC

Unrestricted

=
N
A Qe
os


http://images.google.com/imgres?imgurl=http://www.casamadrona.com/images/weddings_h.jpg&imgrefurl=http://www.casamadrona.com/weddings_and_events/&start=10&h=350&w=520&sz=32&tbnid=k9TV16NuKL_M0M:&tbnh=88&tbnw=131&hl=en&prev=/images%3Fq%3Dweddings%26gbv%3D1%26hl%3Den%26sa%3DG

Who are we and why do we exist?

« The Varney Service Transformation
review

« Knowledge Analysis & Intelligence (KAI)
* Individual Customer Directorate (ICD)
e Business Customer Unit (BCU)

« Customer Understanding Team

HM Revenue
& Qustoms



http://images.google.com/imgres?imgurl=http://www.weddingflowersbymelissa.com/images/index-1.jpg&imgrefurl=http://www.weddingflowersbymelissa.com/&start=18&h=480&w=489&sz=102&tbnid=wC88eD7tecq6cM:&tbnh=128&tbnw=130&hl=en&prev=/images%3Fq%3Dwedding%2Bflowers%26gbv%3D1%26hl%3Den%26sa%3DG

Customer outcomes drive HMRC yield, cost
and reputation. Vield

Voluntary
compliance

Improved targeting Accuracy

Reduced contact

Reputation Cost
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How can we make It easier?

*Educating, informing

and supporting customers

«Simplifying interactions

with customers

«Simplifying our
processes for customers
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The Customer Understanding Team

We create the essential customer understanding that underpins real business change centred around customers

OPERATIONAL
RESEARCH
KNOWLEDGE MARKET
MANAGEMENT RESEARCH
CUSTOMER SOCIAL
ANALYTICS RESEARCH

ECONOMICS
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Customer Understanding Team

Head of Customer Understanding

Research Economics Customer Insight

Grade 6 (Social Research) Grade 6 (Economist) Grade 6 (Insight)

Grade 7 (Social Research Grade 7 (Economist)

SO (Social Research) Grade 7 (Insight) Grade 7 (Insight)

Grade 7 (Insight)

Grade 7 (Insight)

SO (Social Research) HO (Insight)

HO (Insight)

SO (Operational Research)

HO (Operational Research)

HO (Operational Research)
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Pre-Nup (Mis-conceptions) Social Research

e Social Science ‘academic approach’
* Focus on development & evaluation

 Know government but little commercial
experience

o Strive for a ‘Gold Standard’ methodology

e risk averse

e Bureaucratic Governance
« Slow moving

* “Traditional’ approach to disseminatio
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Pre-Nup (Mis-conceptions) Customer Insight

e ‘Commercial sector’ approach to research
e Focus on comms issues

e Know the commercial sector but not
government

o ‘Fit for business’ methodology

e Fast Turn Around
e As much effort disseminating findings"' > ¥ -=|
as on generating the research \
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What we deliver - The Business Value Pyramid

OF MOST VALUE BECAUSE
OFFERS NEW WAYS OF LOOKING
AT SITUATIONS

SUMMARISES THE IMPLICATIONS
OF THE RESEARCH FOR THE
BUSINESS

SELECTED INFORMATION THAT IS
OF INTEREST, BUT LACKING IN
IMPLICATIONS

INFORMS THE BUSINESS ABOUT A MARKET,
BUT NO INDICATION OF RELATIVE
IMPORTANCE OF DIFFERENT PIECES OF
INFORMATION

OF LEAST VALUE BECAUSEIT IS
USUALLY DIFFICULT TO
UNDERSTAND AND INTERPRET ON
ITS OWN
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Tools That Help Us Understand

Segmentation

Breaking people into
groups so you can
treat them differently

(one size rarely fits all)

SIMPLE

Customer Understanding at all
stages of development

Scope out Move into Launch
the issue concepts
lea r) Evaluate
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Customer Immersion

dowing
Customers Visiting Contact
. Centre's

y
\\

A range of P
customer immersion activities w/

Visiting Enquiry
Centre's

F S’t"ér'i'enci'ng areas of
customers lives not
directly linked to HMRC
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Working together: Customer Understanding
In action

-
R PR R —
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Customer Journeys &
Total Cost to Serve

National Insurance
Card Project
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Where are we on our journey now?

e Initial uncertainty and e Appropriate quality standards
scepticism of people from need to be pinned down
different backgrounds

» Discuss perspectives and * Need to also think about
thinking behind different accessible and powerful
approaches presentation of evidence

 Respect is vital

 Co-location made huge
difference

* Genuine belief within team that
the combination of
perspectives and disciplines is
really powerful
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Questions?
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