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Executive Summary
Leeds City Council looked to increase online engagement with its citizens to improve the customer 

experience of those preferring this access channel, and to bring about savings by reducing contact via 

telephone and email. A Live Chat solution was deployed on the LCC website, delivering a dynamic customer 

feedback loop, which improved website navigation and communication of services, increased traffic handled 

(at no extra cost) and maintained high customer satisfaction scores. The use of LivePerson’s LiveEngage 

digital engagement platform was expanded.

Challenge
LCC was aware its website was not fulfilling all the 

needs of its customers. While it had been recently 

overhauled, with such a large site, there was a 

danger that some of the information was out-of-

date, missing or incorrect. 

Also, getting customer feedback on the website was 

proving difficult. Surveys were largely ignored and 

while it was possible to track customer journeys it 

was not obvious whether or not these resulted in a 

positive customer experience. 

Information from the call centre suggested 15-20% 

of people contacting them had already been on the 

website but not found what they wanted. 

LCC therefore decided upon two principal objectives: 

1  It wanted to find a way of helping people on 

the website find the information they needed to 

complete their enquiry.

2  It wanted to make sure the web team could 

pick up on this intelligence quickly and make 

improvements to the site accordingly.

  With no additional budget available, LCC needed 

to find a way of offering an enhanced service 

from its existing call centre resources, without 

increasing overall spend. 

  Added to this call rates were expected to rise  

due to changes in welfare laws, which meant  

the existing call centre resources were  

already stretched.

Organisation 
Overview

Leeds City Council (LCC) is the 

local authority of the City of 

Leeds in West Yorkshire, in the 

UK. LCC is the second largest 

metropolitan local authority, 

with 751,500 residents living  

in 320,600 households.

One of its key programmes for 

2012-15 is its Customer Access 

Strategy that seeks to treat 

citizens as ‘customers’ whose 

feedback is used to shape  

and improve Council services 

& communication. 

Key to this process is 

developing the Council’s 

digital communication 

channels, particularly its 

website, to encourage 

interaction and increase 

volumes of the  

all-important feedback.

Business results  
of LiveEngage

Hundreds of 

improvements  

to LLC website

Objective of ‘Customer 

Access’ delivered

25,000 chats  

in six months 

2X as productive as  

telephone agents

94% positive CSAT 

25K

25K

25K

25K

25K
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Solution
LivePerson’s Live Chat solution was recommended to LCC by 

LivePerson’s partner Sabio. 

Deploying LiveEngage within its existing 190-seat call centre  

enabled LCC to quickly add a Live Chat option to the heavy traffic 

pages on its website. 

A dedicated digital access team was set up, moving four operators 

over to handle Live Chat, along with email and social media 

interactions. A team leader was also appointed to manage the 

transition and address training issues emerging from the use  

of the new technology. 

LCC is able to offer Live Chat to its website visitors pro-actively,  

right at the point where they appear to be stuck and about to 

abandon the website. 

The web chat team is instructed to use digital engagement as an 

opportunity to guide customers around the site, showing them  

how to use it, rather than simply solving the initial problem; the  

aim being to reduce the need for future calls and optimising the 

website for self-service.

The feedback chat agents receive from visitors is sent directly to the 

website team who then implement changes where appropriate.

Textual errors and technical issues identified can be acted on immediately.

Results
After six months of using LiveEngage, Leeds City Council had 

conducted approximately 25,000 chats with customers, resulting 

in hundreds of incremental improvements to its website, covering 

content, customer journeys, page design and browser behaviour.

Live Chat proved to be an immediate hit with customers and the  

team size was increased from four agents to nine agents within  

three months. 

The chat team currently handles approximately 5% of all enquiries 

coming into the call centre – around 5200 web chats per month - and 

following the success of the pilot scheme, LCC plans to expand  

this operation.

LiveEngage has also been successful in deflecting calls and emails  

with 70% of customers saying they would have telephoned and 20% 

would have emailed if Live Chat hadn’t answered their query. 

Customer satisfaction scores in relation to Live Chat have been very 

high. In December 2013, 67% described the new service as excellent, 

20% as very good and 7% as good.

“Working with LivePerson has been a very positive experience” says Adam Quesne, Head of 
Digital Access at Leeds City Council. “We feel part of the success we’ve had is down to the support 

and guidance we had from LivePerson in the setting up process. When introducing a new 
technology you need people you can trust to help you avoid pitfalls.”

About LivePerson
LivePerson, Inc. (NASDAQ: LPSN) offers a cloud-based platform that enables businesses to proactively connect in real-time with their customers 
via chat, voice, and content delivery at the right time, through the right channel, including websites, social media, and mobile devices. This 
“intelligent engagement” is driven by real-time behavioral analytics, producing connections based on a true understanding of business 
objectives and customer needs. LivePerson is headquartered in New York City with offices in San Francisco, Atlanta, Tel Aviv, London, and Melbourne.
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LivePerson (UK) Ltd. 

T: +44 (0) 333 666 5483 

250 South Oak Way 

F: +44 (0) 870 130 6690 

Green Park, Reading 

enquiry@liveperson.com 

RG2 6UG, UK 
www.liveperson.com

Click Here to watch the customer video. Follow the conversation on Twitter: #LiveEngage

https://twitter.com/LivePerson
http://bcove.me/q6wwdops

