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Customer Experience Strategy 
Purpose: 
To update the Board and seek approval of SEPA’s Customer Experience Strategy, which provides a single framework for improving how customers experience our services.
The strategy supports delivery of SEPA’s Corporate Plan by placing customer needs, accessibility, trust and service quality at the centre of how we design and deliver our services. It establishes a shared direction and set of expectations that can guide decision-making across the organisation and over time.  
Recommendations: 
The Board is asked to:
Approve the draft Customer Experience Strategy (Appendix 1) as approved by CLT on 17 June 2026.

Authors: Davina Fereday, Head of Engagement and Insight; Daniel Greig, Engagement and Insight Manager; Fiona Whyte, Specialist Advisor
Corporate Leadership Team Sponsor: Kirsty-Louise Campbell, Deputy Chief Executive
Date: 22 June 2026

Introduction
We interact with a diverse range of customers including regulated businesses, communities, partner organisations, land managers and members of the public. These interactions take place through multiple channels including digital services, consultations, licensing processes, incident reporting, enquiries and engagement activities.
Customer expectations continue to evolve. Customers increasingly expect services that are accessible, responsive, transparent and easy to use. Public sector organisations are also expected to demonstrate how they listen to feedback and use customer insight to improve services.
2.	Overview
The Customer Experience Strategy attached at Appendix 1 sets out a vision to deliver a “One SEPA customer experience that supports inclusive, fair and trusted engagement”. It establishes a framework for improving customer interactions across all customer contact, services and regulatory activities.
The strategy has been informed by customer insight, colleague engagement, operational performance data, and recognised customer experience good practice. The strategy identifies five strategic priorities:
•	Embedding accessibility and inclusion in service design and engagement activity.
•	Managing customer experience end-to-end and resolving issues quickly.
•	Keeping customers engaged and informed through proactive communication and self-service.
Enhancing the reach and impact of engagement through better use of insight, data and expertise.
Strengthening partnership working to deliver joined-up services and improved outcomes across Scotland.
The strategy establishes agency-wide customer service standards and a phased roadmap for implementation. It will support improved customer satisfaction, trust and confidence, operational efficiency, and more effective delivery of environmental regulation. It also provides the strategic framework against which future customer-facing transformation activity, service redesign and investment proposals can be aligned and assessed. 
2.4 	An implementation plan will be developed by early Autumn to ensure clear ownership, accountability and delivery of the strategy's priorities. Progress will be monitored through a Customer Experience Programme Board, led by an Executive Sponsor, providing oversight, governance and regular reporting on delivery and outcomes.
Impact Areas
Budgetary impact: Implementation of the strategy will be delivered through existing transformation activity, digital and data programmes, service improvement initiatives and planned investment. The strategy provides a strategic framework to support future business cases and prioritisation decisions relating to customer experience, digital services, customer relationship management, data integration and workforce capability.
Resource impact: Delivery of the strategy will require commitment from service areas across SEPA. Delivery will be phased to align with existing programmes of work and organisational capacity. The strategy aims to create efficiencies over time through improved digital services, automation, self-service, reduced duplication and better management of customer demand.
Equalities impact: An Equality and Human Rights Impact Assessment is being undertaken to ensure that services meet the needs of diverse customer groups and do not create unintended barriers to access. The strategy supports SEPA’s duties under the Equality Act 2010 and Public Sector Equality Duty by improving accessibility, reducing barriers to participation and ensuring services are designed with diverse customer needs in mind. Where proposed changes to service delivery arise while developing the implementation plan, appropriate assessment of equalities and human rights impacts will be undertaken, and the impact assessment updated accordingly.
Risks impact: The Customer Experience Strategy contributes directly to mitigating Principal Risks 2, 6 and 10 by supporting customer-centred transformation, improving the efficiency and effectiveness of service delivery, and helping ensure SEPA continues to meet customer expectations while delivering its statutory regulatory functions. Failure to understand and respond to customer needs could result in reduced customer confidence, increased complaints and lower levels of engagement. 
Environmental impact: A Climate Change Impact Assessment (CCIA) has been undertaken to consider the impact that this strategy could have on climate change.  This assessment ensures that we are delivering on our Public Bodies Climate Change Duties in the Climate Change (Scotland) Act 2009 by helping to determine and record the impact on greenhouse gas emissions by SEPA or other parties, the potential impacts from climate change, and measures taken to reduce the risk and impact.  The strategy is expected to have an overall positive environmental impact through improved digital services and enhanced engagement with customers on environmental issues.
Data Impact: Implementation will involve the collection and analysis of customer feedback and insight data. Data will be processed in accordance with relevant data protection legislation and SEPA’s Data Strategy. Where required, Data Protection Impact Assessments will be undertaken and appropriate governance arrangements applied.
Colleague consultation and engagement: Development of the strategy has been informed through engagement with colleagues from across SEPA. Further engagement will be undertaken to co-produce the implementation plan to ensure colleagues understand their role in delivering improved customer experiences and to identify opportunities for continuous improvement. We have a network of 28 volunteer Customer Experience Champions from across all functions to help support engagement and implementation. 
4.	Recommendations
The Board is asked to approve the draft Customer Experience Strategy (Appendix 1) as agreed by CLT meeting on 17 June 2026.
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