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Daisy Clifford 

“Less complex for Colleagues, more rewarding for Members”



Member First is a three year business transformation 
programme focusing on ‘getting more from today’ 
through smarter ways of working within Support 

Services (this includes central support within trading 
groups). 

What is Member First? 





What’s happening…

• Team Recruitment
• Stream Leads in place:-

- John Street

- Julie Sheldon
- Melody Aguero
- Susan Barguss 

• 30 Roadshows completed 
• 60 Colleague ideas received
• July to November – key focus has been the post 

Energy Society Strategy 



Live Projects 

• Payroll end to end review
• HR Admin end to end review
• Reporting
• Finance Governance
• Intranet Shutdown
• Return to Work
• Meeting Room Bookings
• Inductions
• Maternity Process 



Meeting Room Bookings 

• Changing the way that we book meeting rooms 
• Current process:

Long-winded, no autonomy, manual 
intervention, takes a lot of time 

• New process:
Through Outlook, colleagues have ownership, 
cutting process time by making it easier 

• Due in November 



Return to Work 

• Process for when you return from Sickness
• Current Process:

Manual, Paperwork, trigger points are not 
being consistently followed as manual to 
identify

• New Process:
Online via Colleagues Connect, easier to 
monitor absences

• Due in December 



Inductions

• Society wide welcome 
• Current Process:

Day 1 or earlier face to face induction for all 
colleagues & eLearning modules

• New Process:
Face to Face welcome within first month to 
only certain colleagues, all other colleagues will 
complete eLearning modules

• In place now 



Maternity Process 

• Process from moment Colleague announces 
pregnancy to when they return 

• Current process:
A lot of paperwork that goes to various 
colleagues, colleagues and managers don’t 
know process fully

• New Process:
Will look at automating more of the process 
with the right information with triggers



Any Questions





Little Pioneers|Big Difference 2019
Everybody wants health and happiness for their child.

But every child is different.

At Little Pioneers we tailor our activities, our menus, our service to our members.

We listen and act #ownedbyyou

• For menus with a difference (Nutrition)

• For outdoors with a difference (Eco)

• For caring with a difference (Health)

• For days out with a difference (Community)

• For childcare with a difference 

As part of the Co-op, Little Pioneers want to offer big differences. Big differences lead by 

what matters to our parents, our children and our communities.





Minimum Operating Standards

A consistent set of traits to meet member expectations 

• Environment (to include facilities, resources, 

ambiance)

• Colleagues (to include behaviours and customer 

experience/service)

• Communication (to include LP service standards) 



Free 
collection 

and drop off 
service

Ad hoc service for 
evenings, weekends, 
days when parent is 

ill etc

Without any restrictions to consider what would your dream nursery offer to you and how 

could it possibly make your life as a parent easier?

Events and 
shows for 

parents involving 
the children

Coffee shop / 
takeaway 

sandwiches

Animals 
to care 

for

Flexibility around 
days paid for but 
not used (bank 

holidays)

‘Extra curricular’ 
activities (sports, 
dance, swimming, 

drama, gymnastics)

Buggy & 
Car seat 

area

Overalls for 
messy play Cloakroom 

for coats, 
wellies

Outings

Gardening
A physical 
journal to 
take home

Social 
events to 

meet other 
parents



Little Pioneers|Big Difference 2020 
Trusted by our members to make their lives less complicated and more rewarding in their day to day.

• For communication with a difference 

• For colleagues with a difference

• For convenience with a difference 

• For service with a difference 

• For childcare with a difference 

We need to get the basic expectations right as well as focus on the 

next level of customer experience to create meaningful relationships 

with our members. 



Toni Blinkhorn

Customer Experience Manager 



Fourth year running 

Broadband and Mobile network provider 



Advertorial in Saturday Times ‘Green and ethical checklist’, 28 Sept















Ranked as ‘ethical alternative’ in Guardian’s Five of the best mobile phones, 
27 Sept 






