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Section 1

Six Pillars of 
Citizen 
Experience
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The Six Pillars of 
Experience for Local 
Councils

Empathy
Understanding a citizen’s circumstances to drive deep rapport
Councils need to demonstrate that they care about their citizens by ensuring 
that critical emotional touchpoints are staffed with emotionally intelligent 
employees who go the extra mile to relate to and prioritise citizens, meeting 
citizens where they are emotionally, to empathise with their circumstances.

Personalisation
Treating citizens like individuals and adapting to their needs to drive an 
emotional connection
Councils need to recognise a citizen’s context, including current and 
previous circumstances, no matter how they choose to access council 
services throughout their lives.

Time and Effort
Respecting citizen’s time through minimising citizen effort and creating 
frictionless processes
Councils need to understand the value that citizens place on their own 
time and provide efficient, accessible services that they value. 
Councils should design services so that citizens can access them in a way 
that suits them, aggregating services as solutions not single point fixes.

Expectations

Managing, meeting and exceeding citizen expectations for 
service delivery
Councils need to understand the expectations of those they serve and go 
above and beyond to surpass these. 
Councils should focus on the end-to-end citizen journey to ensure 
services are integrated in delivering a seamless citizen experience.

Resolution

Taking accountability for and dealing with poor experiences competently 
to minimise inconvenience or distress
Councils need to ensure all agencies work together, taking accountability 
to solve citizen problems in their entirety, and improving from lessons 
learned.
Councils should empower staff to not only solve citizen problems but also 
find the root causes and fix them with urgency.

Integrity 

Being trustworthy and engendering trust through consistent 
organisational behaviour and transparency with citizens
For all citizens, the degree to which their local council delivers on its 
promises and acts in the best interest of citizens is consistently top of mind.
Councils should identify actions and events which erode trust and ensure 
they are redesigned as a priority, with citizen best interests at heart.
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Using Metrics that 
Matter
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Section 2

A Reflection 
on 2021
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Headline themes from 
2021, continue to ring 
true throughout the 
2022 research

© 2023 KPMG LLP, a UK limited liability partnership and a member firm of the KPMG global organisation of independent member firms affiliated with KPMG International Limited, a 
private English company limited by guarantee. All rights reserved. | 12



© 2023 KPMG LLP, a UK limited liability partnership and a member firm of the KPMG global organisation of independent member firms affiliated with KPMG International Limited, a 
private English company limited by guarantee. All rights reserved. | 13



| 13

Section 3

2022 key 
insights
In the following section, we 
will address the following 
questions:

• What new themes have
emerged from the 2022  citizen
feedback?

• How can we use the Six Pillars
to benchmark local councils?

• How has this insight been
turned into action for
Bournemouth, Christchurch and
Poole council?



Citizen sentiment towards 
their Local Council decreases 
for 2022

=

=
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Performance against the Six 
Pillars of Citizen Experience
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Key insights for 2022
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Citizens expect their local council 
to do more
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The interests of the council are 
misaligned with those of the 
community they serve
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Staff drive positive experiences
but this is not enough
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Citizens opt for digital but satisfaction 
is greater with face to face channels 
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A Spotlight on Integrity
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Bournemouth, Christchurch and 
Poole (BCP) Council
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In the following section, 
we will address the 
following questions:

• How can local councils
address the challenges they
face to become truly
citizen-centric and achieve
more with less?

Section 4

Key 
Takeaways
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Key Takeaways
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In the following section, 
we will address the 
following questions:

• How can KPMG help local
councils become citizen-
centric, taking strides on the
council’s journey to
achieving more with less?

Section 5

How KPMG 
can help
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Citizen-led, digitally enabled 
transformation
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Who: 
Customer

Customer
Insight

Segmenting & understanding the customer 
population through insight

Customer 
Personas Developing customer personas 

What: 
Service

Ambition The future vision (true north) and design 
principles that drive future decision making 

Services The core services and support provided to 
customers

Customer 
Journey

Stages / sections of the end-to-end journey of 
customers 
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How:
Transforma-
tion

Capabilities How the targeted experience gets delivered 

Channels
The channels through which the customer 
engages with / accesses services (for any given 
touchpoint across the journey)

Culture
Identity, culture and purpose – what leadership, 
colleague experience, tools and measurement 
are needed



Contact us if you want 
to become a citizen  
leader

jo.thomson@kpmg.co.uk

ruth.morgan@kpmg.co.uk
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