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CANNOCK CHASE COUNCIL 

CABINET 

20TH SEPTEMBER 2012 

REPORT OF HEAD OF POLICY 

RESPONSIBLE PORTFOLIO LEADER(S) – CORPORATE IMPROVEMENT 

CUSTOMER INSIGHT 

KEY DECISION –NO 

 

1. Purpose of Report 

To provide Members with an awareness of the potential utilisation of Customer Insight and 
perceptions data to complement the District Needs Analysis and Ward Profiles for 2012. 

2. Recommendation(s) 

 

 

 

3. Summary 

3.1 The provision of a robust evidence base to inform priorities and decision making is an 
established element of the Council’s policy setting process.  In previous years the Needs 
Analysis (previously entitled ‘State of Cannock Chase’) reports have been produced to 
summarise the key statistical and evidential information available at a local level. 

 The Council’s Priority Delivery Plan for Transformation 2012/13 sets out the service aims and 
actions identified for delivery during the current financial year.  The following actions are 
aligned to the service aim of “Provide services which meet the needs of the community” and 
were scheduled for completion within Quarter 2: 

• District Needs Analysis 

• Ward based Needs Analysis 

• Public perceptions analysis comprising customer insight information and existing 
perceptions data 

Whilst the final action to produce public perceptions analysis is due for delivery in Quarter 2, 
the scope and potential breadth of such analysis does not lend itself to a printed document at 
this stage. The optimum use of customer insight is in its application alongside other data sets 
and running ‘queries’ within the dataset to ascertain where certain behaviours and preferences 
are likely to be present in order to target service delivery more effectively. This report therefore 

2.1 That Members note the additional information available within the Customer 
Insight dataset and consider the potential for its utilisation within their Cabinet 
portfolios in respect of policy development and service delivery. 
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does not contain a customer insight analysis per se, but seeks to identify the ways in which the 
dataset could be utilised within existing decision making processes.  

The outcome of previous public perceptions consultations such as the Communications Survey 
and priority setting during 2011 have been the subject of previous reports and are not 
replicated within this document. Further information regarding the key statistical information for 
Cannock Chase is available in the District Needs Analysis 2012 and Ward Profile documents 
and as such this report should ideally be read in conjunction with those publications.  

4.  Customer Insight  

4.1 Mosaic Public Sector is a “customer insight” classification system developed by the information 
services company Experian designed to specifically focus on the needs of citizens in order to 
provide depth and insight for public sector decision making.  In order to do this, the 
classification is modelled on a total of 440 variables sourced from a range of sources, including 
the Electoral Roll; Council Tax property valuations; housing data; lifestyle surveys; official crime 
surveys, health and education statistics; and data from Experian’s UK Consumer analysis. 

4.2 It is important to note that the customer insight system is based on a national model, including 
factors such as demographics, income, housing type, retail behaviour, market research, 
National statistics and economic activity in order to group households and postcode areas into 
broad classifications which ‘group each household within one of 15 (identified by letters A to O) 
and 69 types.  This classification is used to compare areas locally and across the UK to 
establish similarities and differences in demographic, statistical and behavioural information. 
These classifications are intended to provide insight and broad analysis into areas and 
populations, and it should be noted that they are subject to interpretation and not intended to 
stereotype individuals or geographical areas. 

4.3 Each of the 15 groups bears a title which broadly describes the key features of that particular 
group.  However it should be noted that these titles are not intended to describe all of the 
lifestyle or behavioural attributes of individuals within those areas, or indeed to stereotype 
individuals or households.  For example, Group F “Couples with young children in comfortable 
modern housing” includes ‘types’ (or sub groups) as disparate as “Busy executives in town 
houses in dormitory settlements” and “Personnel reliant on the Ministry of Defence for public 
services”.  There are clearly large differences between these two types; however under the 
wider groupings they are included together. 

4.4 Therefore for analysis at postcode or household level the 69 types are a more refined approach 
to assessing the similarities and differences between areas.  However, for the purpose of a 
district or ward focus the broader group classification is more appropriate.   

4.5 It should be emphasised that mosaic public sector is a social and demographic classification 
system, and therefore by its nature this process does categorise households and geographical 
areas.  Analysed in isolation this information can be subject to interpretation and should not be 
used as a sole data source for informing decision making. However, when used in conjunction 
with further evidence such as statistical data or local information, customer insight provides an 
additional layer of information and hence ‘insight’ to inform the decision making process.   
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4.6 Examples of Mosaic Data being used to inform decision making 

Mosaic and similar datasets have been widely used in private, public and community sectors to 
develop communications, determining the optimum location for retail stores and customer 
access strategies. Whilst Cannock Chase Council have actively used customer insight to 
inform its Communications Strategy and Improvement Plan and more recently the Consultation 
and Engagement Strategy; it is a relatively new addition to our research portfolio. It is therefore 
useful to review some national examples whereby customer insight has been used in various 
scenarios to inform decision making processes.  ‘Explore Kent’ was an initiative introduced by 
Kent County Council to increase and encourage participation in outdoor recreation. The 
Council had identified stark health inequalities across the County with significant variations 
between localities. The Council were able to use customer insight data to gain a detailed 
understanding of their residents and their ‘likely health and wellbeing status’ in order to 
effective target their marketing campaigns to those residents who would most benefit from 
increased outdoor recreation, through the communication channel that they would be most 
likely to be receptive to. This resulted in in significant growth in countryside access schemes 
and attendance at outdoor events, (with attendance at some events reported to have grown by 
39%). 

Dacorum Borough Council used Mosaic data to design a rent recovery campaign aimed at 
targeting groups most likely to fall behind on their rent payments over the Christmas period. 
Data profiling work ensured the Council’s two ‘rent free’ weeks campaign was pitched in the 
right way; encouraging those who may be struggling to approach the Council for targeted help. 
This campaign helped to achieve an additional £100,000 of rent paid over the two rent free 
weeks compared to the same period in the previous year. 

Similarly, Cambridgeshire Fire and Rescue used Mosaic Customer Insight data to encourage 
retained fire-fighters to join their service. Cambridgeshire Fire and Rescue had previously had 
no retained fire-fighters in role for at least five years, having found it difficult to encourage 
people into this role as it requires the individual to live within a five minute drive of the fire 
station. 

The Fire Service were able to use Mosaic data to identify a target audience of those within the 
specified five minute radius and above working age (therefore more likely to be able to commit 
to the role). Using the most receptive communication channel identified by Mosaic data, a 
recruitment campaign was initiated. The campaign successfully encouraged an additional five 
new retained fire-fighters to join within three weeks. Following this campaign, other Fire and 
Rescue Services have followed a similar process in their recruitment using Mosaic data to 
inform their approach. 

4.7 Application of customer insight data to existing local information 

Cannock Chase Council’s Communications Strategy 2011-14 and associated Improvement 
Plan were developed using customer insight data alongside the results of the communications 
survey 2011 to ascertain which channels residents were most likely to be receptive to and 
which channels residents had actually stated were their preference for future communications. 
In considering consultation responses together with customer insight data, the Council was 
able to develop a comprehensive Improvement Plan to ensure that we continue to improve the 
effectiveness of our communications with residents by using a variety of channels to reach our 
diverse communities.  



  ENCLOSURE  9.4 

   

  Page 4 of 8 

Using customer insight data to overlay other sources of information (such as consultation 
responses or statistical information) provides an additional layer of information which can 
effectively inform the Council’s decision making processes. It is not however advisable to use 
customer insight as the sole evidence source as its emphasis is socially modelled data and 
likelihoods of preferences and behaviours. 

5. Results of previous perceptions consultation and application of customer insight 

5.1 During the summer of 2011 Cannock Chase Council held a series of public events at which 
residents were asked for their views on the Council’s priorities for the future.  Respondents 
were requested to vote for the options they believed to be the service areas of importance for 
the District based upon the Council’s four Priority Outcomes of: 

 People:   Active and healthy lifestyles 

 Place:   Improved living environment 

 Prosperity:  Economic resilience 

 Transformation:  Changing the way services are provided to ensure value for money 

The results of this consultation exercise were subsequently used to inform the Council’s policy 
setting process for 2012/13 and the Service Aims established in the Priority Delivery Plans for 
the current year. 

5.2 The Council have already utilised Customer Insight data for the Priority Outcome “Place: 
Improved Living Environment”, and in particular for the identified priority to “Work with partners 
to reduce the impact and perceptions of ASB”.  Cannock Chase District Council works closely 
with local partners such as the Police and the Fire and Rescue Service to improve the impact 
and perceptions of community safety. 

5.3 Mosaic Public Sector data includes a number of variables relating to community safety and 
ASB, including analysis of British Crime Survey and British Households Panel Survey 
perceptions data.  When analysed at group level, the combined factors identified Group B 
households, “Residents of small and mid-sized towns with strong local roots” as most likely to 
have to highest perceptions of ASB.     

5.4 In mapping ‘likelihoods of perceptions’ in this way, the Council were able to undertake targeted 
consultation with residents of those households who were likely to have the highest perceptions 
and ascertain firstly whether they did in fact hold such perceptions, secondly seek to 
understand what specifically had informed such perceptions and thirdly identify any solutions 
which may provide re-assurance to counteract those perceptions. This particular consultation 
was successfully targeted and having received the recommendations of the Environment Policy 
Committee, the Cabinet resolved to deliver a variety of activities with partners designed to 
provide reassurance to the targeted and wider community.  

5.5 The Local Strategic Partnership’s “It’s Never OK” campaign, aimed at reducing domestic and 
alcohol related violence, utilised Mosaic Group analysis to effectively target Partnership 
resources areas with a likelihood of such incidents.  Similarly, the forthcoming “Love Your 
Street” initiative has selected the pilot areas based upon Mosaic profiling alongside other local 
factors. 
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6.  Key issues and Implications 

 The key issue of this report is to demonstrate the potential for enhancing and improving the use 
of customer insight information alongside the other elements of Council data and information in 
order to provide Members and Officers with a more comprehensive evidence base. 

 It is important to note that Mosaic Public Sector data and analysis is based upon modelled data 
from national sources and therefore is not intended as a stand-alone source or definitive 
statement of fact.  Analysed in isolation this information can be subject to interpretation; 
however when used in conjunction with further evidence such as statistical data or local 
information the value of Mosaic Public Sector is the additional “insight” that can be gained from 
this system.  

7. Conclusions and Reason(s) for the Recommendation(s) 

 This report is provided to demonstrate the additional potential offered by the Customer Insight 
data source to assist in the decision making and policy setting processes of the Council; and 
therefore it is recommended that Members consider the utilisation of this data in their portfolio. 

 

8. Other Options Considered 

The intention of this report is to provide Members with an awareness of the potential use of the 
Mosaic Public Sector dataset and associated information, and therefore no other options have 
been considered. 

 Report Author Details 

 Natasha Swan, Head of Policy 

 01543 464412 

 

SCHEDULE OF ADDITIONAL INFORMATION 

INDEX 

Contribution to Council Priorities  Section 1 

Contribution to Promoting Community Engagement Section 2 

Financial Implications  Section 3 

Legal Implications  Section 4 

Human Resource Implications Section 5 

Section 17 (Crime Prevention)  Section 6 
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Human Rights Act Implications  Section 7 

Data Protection Act Implications Section 8 

Risk Management Implications Section 9 

Equality and Diversity Implications Section 10 

List of Background Papers Section 11 

Report History Section 12 

Annexes to the Report i.e. copies of correspondence, plans etc. Annex 1, 2, 3 etc 
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Section 1 

Contribution to Council Priorities 

The District Needs Analysis, Ward Profiles and Customer Insight and Perception Analysis are identified 
actions that contribute to service aim of “Provide services which meet the needs of the community” in 
the Transformation PDP for 2012/13. 

Section 2 

Contribution to Promoting Community Engagement 

This report, alongside the District Needs Analysis 2012 and Ward Profile documents will form part of 
the evidence base that will inform the Council’s approach to Consultation and Engagement as part of 
the policy development process. 

Section 3 

Financial Implications 

There are no direct financial implications for the Council as a result of this report. 

Section 4 

Legal Implications 

There are no identified legal implications. 

Section 5 

Human Resource Implications 

There are no identified Human Resource implications. 

Section 6 

Section 17 (Crime Prevention) 

There are no identified Section 17 implications. 

Section 7 

Human Rights Act Implications 

There are no identified Human Rights Act implications. 

Section 8 

Data Protection Act Implications 

There are no identified DPA implications. 
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Section 9 

Risk Management Implications 

There are no identified Risk Management implications. 

Section 10 

Equality and Diversity Implications 

This report, alongside the District Needs Analysis 2012 and Ward Profile documents will form part of 
the evidence base that are an integral part of the considerations when Impact Assessing future policies 
with regard to Equality and Diversity. 

Section 11 

List of Background Papers 

 

           Section 12 

Report History 

 

Council Meeting Date 

  

  

 

 

Annexes to Report 

None 

 


