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What are personalised 

Services?

ÅA citizen is given access to the services that fit 

their needs / circumstances

ÅThey might not know what they need or what is 

available

ÅCouncils can target services where they will 

have most impact

ÅCouncils can present services differently to 

groups of customers ïnot one size fits all
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What are the building 

blocks?

ÅWhat services are available? ïLocal Government Service List

ÅWho are the customers? ïcustomer profiles

ÅWho is demanding what services by what channels? ïesd-

toolkit Customer Profiling Project

ÅWho needs what services? ïmappings between circumstance 

and need

ÅCommon language ïstandards mapped, maintained and 

hosted by esd-toolkit
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Standard controlled lists 
Sharing trans-nationally to improve 

services locally

ÅWhat is esd-toolkit?

ÅStandards that underpin esd-toolkitôs work

ÅServices List / other lists in use

ÅInformation held by esd-toolkit

ÅCitizen and customer profiling to target services

ÅHow can we share trans-nationally?



supported by

sharing nationally 

to improve services locally
a local government initiative

UK local government

Å 355 English local authorities in 9 regions

Å 32 Scottish local authorities

Å 22 Welsh local authorities

Å Plus specialist authorities for national 

parks, fire, etc

Supported and overseen by the 

Department for Communities and Local 

Government
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Local government powers 

and duties

Å Arts and leisure

Å Corporate services
ï Advice to business and community

ï Births, deaths and marriages

ï Democracy

ï Statistics and census information

Å Education

Å Environmental services
ï Health and safety

ï Land and premises

ï Marine/waterway services

ï Parking

ï Parks and open spaces

ï Planning, building control and town centre management

ï Refuse

ï Roads, highways and pavements

ï Street care and cleaning

ï Trading standards

Å Fire and emergency services

Å Housing

Å Revenues and benefits/finance

Å Social services
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Organisational structure of 

esd-toolkit
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Components of esd-toolkit

www.esd.org.uk

http://www.esd.org.uk/
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Standards framework

www.esd.org.uk/standards

http://www.esd.org.uk/standards
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Controlled lists and 

mappings

Local Government 

Service List

(aka The PID List)

Local authority 

services

Local Government 

Directory List

The directory 

structure of a 

typical council
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Local Government 

Interaction List

Interaction types

Local Government 

Classification 

Scheme

Used to construct a 

file plan for records 

management

Integrated Public 

Sector Vocabulary

Terms describing 

public sector 

resources  

Local Government 

Audience List

The types of 

people at whom 

local government 

resources are 

aimed.

Local Government 

Navigation List

(English) Local 

authority Web site 

navigation structure 

Types of business  

to which each 

service is 

applicable

Subject headings 

for each 

service

Service 

audience 

profiles

Interactions 

applicable 

to each 

service

Departments 

responsible 

for each 

service

File plan 

location for 

documents 

for each 

service

English 

local authority 

Web site A-Z

See here

http://www.esd.org.uk/standards/lists/listflashdiagram.html
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Outcome
Customer 

circumstance
Service Organisation

Delivers Changes To achieve

Local authority

PCT

Transport authority

Police service

Fire & rescue

Care at home

Stopping smoking

Recycling

Street care

Bus services

Adult health and wellbeing

Environmental sustainability

Independent living

Rate of smoking

% of waste land-filled

Cleanliness of streets

Modes of school transport

Business improvement

Efficient delivery of value adding services to achieve 

defined outputs

Customer insight

Understanding  customers and changes necessary to 

achieve outcomes

Performance  management

Maximising changes in customer circumstances in line with strategic objectives via optimum use of resources

Examplesesd-toolkit themes

Local Government Business Model
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What we know about a service

Information published 

locallyInformation to support contact 

centres

Relevant audience 

groups

Where records sit 

in the RMS

Where it may be 

found on the Web 

site

Detailed local information  gathered in a standard 

way

National aggregates 

of local information

Information for publishing

Por415.vsd

Suitable subject 

metadata terms
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Standard services and 

channels list

www.esd.org.uk/standards/lgsl www.esd.org.uk/standards/lgchl

http://www.esd.org.uk/standards/lgsl
http://www.esd.org.uk/standards/lgchl
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Structured information sharing
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esd-toolkit tree views
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Ward level maps

High level data showing predominate

groups within a Councilôs area
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Characteristics of each profile type

éand how they are likely to behave

11 groups, 61 types, detailed definition/attributes of each
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Targeted 

Marketing

Targeted

Resourcing
Business case

For

Transformation

Service Quality 

Analysis
Cost to 

Serve
Equalities

Impact

Assessments

Shared

Services -

Evidence to

Support

Channel Optimisation

Community

Development

Place-Shaping
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Standards:

ÅLGSL - Services

ÅLGIL - Interactions

ÅLGChL - Channels

Community of 

Support

Benchmarking

Best Practice

Standards

Customer Profiling / Transactions / Costs

esd-toolkit

Local Data

Core Data
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Profile type attributes

eg: Income, health, educational achievement 

preferred channels, marketing susceptibility 

Environmental

concern?

Who should we

target?
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Potential for channel shift

Customers using face-to-face channels 

when theyôd prefer others:

(esd-toolkit shows preferences of groups for web, phone, face-to-face)
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Calculating customer 

propensities to use a service

Older people bus pass enquiries & applications

More affluent older people are more likely to claim their

entitlements
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Service demand

Service propensity from 

sample LAs

Hot/cold map for any 

other LA
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Is the model transferable?

ÅStandards apply 

ÅModel holds true

ÅStructure in place

ÅSharing nationally to improve services 

locally

ÅSharing internationally to improve services 

locally
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Mosaic Global ïProfiles for 

Smart Cities

Å Groningen compared with Netherlands

Å County of Norfolk compared with UK


