
Due to Covid-19, support was urgently required 
to assist those residents most in need in Kent

Rapidly establishing a 
customer services team 
to support vulnerable 
residents

Kent County Council Customer Services Case Study



At a glanceAt a glance
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Solution

Impact

• Agilisys worked with our staffing partner to recruit 35 full-time employees

•  Management team created the training material required to successfully 
deliver training remotely

•  IT and MI teams engaged immediately to ensure all users were created and 
links available for MI.

•  Agilisys, in partnership with Kent County Council, launched Kent Together on 
1st April

•  Vulnerable residents of Kent provided with support when shielding due to 
Covid-19

•  A clear demonstration of the partnership culture between Kent County 
Council and Agilisys

•  Set up a new customer service team in seven days

•  35 staff needed to be trained remotely in five days

•  Clear need to create users and skills to measure MI for go live

A new customer service initiative called Kent Together 
taken from idea to delivery in one week

Recruitment of all 35 staff members completed in 
just three days

All staff recruited and trained in time for scheduled 
launch date

35 FTE staff required to manage the team supporting 
vulnerable residents

24-hour cover needed, seven days a week
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Delivering Kent 
Together to support 
vulnerable residents
A number of acute 
challenges had to be met 
to ensure a new customer 
service signposting solution 
was fully operational  
by deadline

Covid-19 created serious concerns for vulnerable residents of Kent 
who were shielding and unable to leave their homes. As a result, it was 
recognised that a dedicated customer service operation – known as 
Kent Together – was required.

Available shielding data indicated that 35 full time staff working 24/7 
would be required to cover demand.

In response to this need, a project team was set up, including 
members from Kent County Council (KCC) and Agilisys, to ensure open 
engagement and communication – all against the backdrop of an 
extremely tight deadline – the team had to be up and running in just 
seven days.

All 13 local district Hubs were engaged to support the new Kent 
Together customer service line.

All parties from the project worked together to develop the output and 
material required to support our vulnerable residents. This would be 
through two channels: self service via the Kent.Gov Website or  
by phone.
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Completing 
recruitment, 
training and set-up 
in just seven days
Project management team successfully delivered training 
remotely via Microsoft Teams to 35 newly recruited staff

Agilisys worked in partnership with its recruitment partner, 
Huntress, to ensure the 35 required team members were hired. 
Agilisys provided staffing rotas to ensure the appropriate 
numbers of staff were in place to ensure delivery of a 24-hour, 
seven days a week service.

Training material was developed, and managers delivered the 
required training to the new staff members by phone on a one-
to-one basis to ensure thorough understanding of expectations 
for this service.

The Agilisys trainer liaised with the project team and service 
experts in KCC to ensure effective training of a new service to 
new employees within a short timeframe. At the same time, 
this involved working alongside the digital team to create a 
webform to capture customer data, which would be sent to the 
relevant local hub of the county, to assist the customer further.

Once the process mapping was complete, Huntress had 
recruited the new team members and access to phone systems 
had been granted, the project team began individual training 
sessions with the new team members. Training was completed 

via the 8x8 telephone system that is used and involved the 
initial set up of the phone system and how to use it via their 
own laptop/pc. A through overview of the new service and the 
process that followed, once a request had been submitted on 
behalf of a customer, was also completed. 

Coaching on the client’s customer service expectations 
and how to handle difficult customers and situations was 
also delivered to provide all the necessary skills to support 
vulnerable residents.

To ensure that the new team felt supported, they were all 
assigned an existing In hours or Out of Hours Performance 
Manager as a point of contact. Performance Coaches regularly 
monitored their calls and provided feedback/coaching to 
ensure that the service delivered was consistent with the quality 
of service Agilisys already deliver on behalf of Kent County 
Council across other services.
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Kent Together 
successfully 
launched on time

The new Kent Together service was launched on the planned date of 1st April 2020.  
This provided a truly vital service to the most vulnerable residents of Kent who otherwise 
could have been left at serious risk through this period.

Feedback from residents who made contact via the webpage or the phone service was 
excellent and truly appreciative of what was on offer. 

Some of the actions available for vulnerable residents included:
• Picking up prescriptions
• Food parcel fulfilment
• Ensuring there’s someone to talk to by phone, Skype or Facetime
• Putting out bins
• Preparing meals for the freezer
• Dog walking

Not only did Kent Together provide additional capacity, it also enabled efficient promotion 
of a single phone line, website and brand to increase awareness of the support available, 
through interviews and advertisements on TV, radio and newspapers.

Referrals from Kent Together also went to the District Hubs, unless they were social care 
related or had a safeguarding element, ensuring that the outcomes were consistent and 
the approach very much ‘no wrong door’.

This new service was vital to ensure support of vulnerable residents who were isolating 
due to the risk of Covid-19. Without this offer from Kent Together many residents would 
have been left stranded and placed at serious risk.

To deliver a vital service in seven days to this scale was a true example of partnership 
working between Kent County Council and Agilisys.
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Impact

Vital signposting 
service for Kent 
residents fully 
staffed and live in 
seven days

Shellina Prendergast, Cabinet Member for Communications, 
Engagement and People

“Kent County Council’s relationship with Agilisys played a vital 
role in helping the council develop and operate its Kent Together 
helpline, which was launched to help vulnerable Kent residents 
cope with challenges resulting from the pandemic. Once Agilisys 
had set up the dedicated phone line, its staff were responsible for 
signposting callers to the relevant support services, which has led 
to us handling nearly 7,000 requests for assistance to date. This 
has been an excellent example of partnership working between the 
council and the private sector.”
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Agilisys, an employee owned organisation, is one 
of the UK’s fastest growing and innovative cloud 
and digital transformation specialists, enabling 
organisations to adopt technologies, platforms 
and processes that promote new ways of working.

An established partner for both the public and 
private sector for nearly two decades, we have 
earned a strong reputation and hold deep domain 
expertise delivering change and innovation, 
particularly within local and central government. 

We support our customers through a network of 
offices and centres of excellence throughout the 
UK, employing over 1,500 staff across the UK. 

Partnership 
Integrity
Innovation
Passion

Scale Space, 2nd Floor
Imperial College White City Campus
58 Wood Lane
London W12 7RZ
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