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Scorecard - Customer Focus  

Here at Cool Milk, we are striving to achieve a high level of customer focus, listening to what our 

customers are saying following face to face meetings, customer surveys or feedback comments from 

our webpage and updating and improving our service to make their life easier and simpler. The best 

way for us to improve as a business is to listen to our customer’s feedback and from this define what 

our plans are for the coming year in terms of investment and emphasis. 

 

 
 

We said we would:  

 

• work with LACA and Local Authorities to support schools through the new legislation  

   changes; 

• provide a dedicated team to answer legislation questions; 

• find ways to make the drinking of milk both fun and educational;  

• take time to provide information for teachers and parents that can help 

   promote the drinking of milk;  

• promote the benefits of milk through more interactive and one to one shows; 

• support teachers and admin staff with literature to promote milk drinking;  

 

 
In response to feedback from schools regarding the legislation changes we initiated a full support 

network that would be able to assist the schools on how they can manage the mind field of the new 

legislation, how it would affect them and what they needed to do to ensure that they were 

compliant with the new rules. 

UIFSM roadshows 

We attended 6 roadshows which with over 700 caterers, LA’s, schools and bursars, supporting the 

milk legislation, getting more schools signed up, and providing overall solutions tailored to individual 

school needs. We cemented our role within education and catering as the solutions providers for the 

School Food Plan. 

PSLA Conference & NDNA Conference 

We attended our 5
th

 conference for the PSLA where the CEO once again thanked us for our 

continued support and we met with 6 regional development officers who took literature away to 

give out to new starts and at regional meetings. 
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The major focus of the NDNA event was funding of 30 hours of free childcare and financial burden it 

places upon settings. We met the CEO of London Early Years Foundation (LEYF). 

 

Hampshire CC LA visit 

LA visited CM House to understand operation and work with us regarding the new legislation 

changes 

Further support initiatives included: 

 

 Introduction of a Relationship Team to be on hand to support the schools through these 

changes with own dedicated number 

 Over 50 Bursar meetings and seminars attended across the country to work with Local 

Authorities to provide literature, support and guidance on how they can comply with the 

new legislation 

 Over 2,500 schools contacted directly during the autumn term 2014 to go through the 

legislation changes and provide any literature needed for the school and parents 

 One to one meetings at Cool Milk House with all our dairies to support and guide them 

through the changes implemented by government 

Part of our commitment to you has meant an introduction in Relationship management of settings 

where appropriate to help explain the administration role to the setting administrator and this has 

taken the guise of one to one meetings, customer service dedicated management and simple to use 

user guides for first time settings to the scheme. 

 

Awsworth Primary School – Notts 

We worked in conjunction with the School Food Plan and Children’s Food Trust to produce a “What 

Works Well” video that appeared on the SFP website. This allowed other schools to see how they 

can simply make small changes to comply with the new legislation. 

We made significant progress with supporting our parents and teachers with promoting the health 

benefits in the drinking of milk by continued work and support of Dr Hilary, to explain the 

importance of milk for a mid-morning drink and the health benefits that entails. He has attended 

numerous school visits across the country during the year including: 

 

 Crownfield Infant School at Romford 

 Manor Longbridge School in Dagenham 

 Beatrix Potter Primary School in Earlsfield  

 Canon Burrows Cof E Primary at Ashton-Under-Lyne 

 

He also worked with us to produce informative videos about the importance of a school milk scheme 

and the benefits of milk in a young child’s diet. 

 

Following the support and work that we have done during the year we have seen over 1,233 of our 

existing schools signing up to serving all their FSM children and upgrading their account with an 

increase of SPS children from 26,000 to 93,000 children having registered and receiving their milk 

entitlement.  
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 We said we wanted to:  

 

• connect to our local community and support events; 

• sponsor a local team in the spirit of education and healthy lifestyle;  

• promote community spirit through our own colleagues coming together for charity;  

• help schools where we could by supporting their move to healthy lifestyle; 

• provide donations to schools where possible within the ethos of the milk scheme; 

 

  

We have continued to sponsor the Lincoln City under 9’s football team and they joined members of 

the first team after the exertions of a full training session. We asked them to trial a new initiative 

that was trialled across East Anglia and the Midlands. Afterwards they enjoyed a refreshing drink of 

either banana, strawberry or chocolate flavoured milk. As well as restoring their energy and 

hydration, the flavoured milk was an exciting treat as an alternative to their normal white milk, or 

water.    

 Damian Froggatt, Head of Youth, Lincoln City FC, says: "It's great that our youngest team is receiving 

the support of such a well-known local business. Sponsorship plays a massive part in helping clubs 

like ours compete, so Cool Milk's support is a real bonus for our U9s team. I know the boys love their 

milk before, during and after the match, giving them the energy and hydration to perform at the top 

of their game!" 

  

Cool Milk is running a unique six week pilot project with 27 Lincolnshire schools designed to 

encourage more school children to drink milk at mid-morning break. Every child who is over five and 

currently receives school milk through Cool Milk will still receive their regular portion of 189ml semi-

skimmed milk throughout the week, but on Fridays, they will be offered a complimentary 200ml 

carton of flavoured milk. This additional tasty treat will allow the school children to enjoy 3 different 

flavours; Strawberry, Chocolate and Banana, alternately over the six week period. 

  

Dr Hilary Jones, GP, Breakfast TV Health Editor and Medical Advisor to Cool Milk, says: 

"Flavoured milk complies with the ‘healthier drinks standard’ of the School Food Plan and is a great 

tasting alternative to other more sugary drinks. Flavoured milk contains important vitamins and 

minerals such as calcium and protein – vital for healthy growth and development.” 

  

John Sedgwick, Managing Director, Cool Milk, says: "Cool Milk is committed to helping give young 

people a great start in life. That means a healthy diet and keeping fit. Our continued sponsorship of 

the Imps' U9s team is a great fit for Cool Milk and Lincoln City FC. 
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"Milk, including flavoured milk, is packed with nine essential nutrients that are important for kids' 

healthy growth and development. Drinking flavoured milk once a week is a great treat for children 

and a great tasting healthy alternative to sugary drinks." 

  

We wanted to help promote mid-morning milk break and support schools when we can and so will 

never be quite the same for children at a primary school in Leicester who received a surprise visit 

from Amoolia, the friendly Friesian cow. Joining children at Forest Lodge Primary School in New 

Parks, Leicester, Amoolia was part of the Cool Milk Show, a new initiative for schools designed to 

show children how drinking milk can help improve concentration, memory and performance.   

Amoolia the cow accompanied the children through an assembly show of fun, interactive games, 

songs and puzzles as they joined in the adventures of ‘Milkman' and ‘our kid'. Starting in a muddy 

field with a trapped cow, they followed the journey of milk from cow to classroom and discovered 

where milk comes from and why it's good for us. 

John Sedgwick, Managing Director of Cool Milk said: "We're always looking to engage schools that 

may be missing out on the very real benefits of providing mid-morning milk to their pupils as part of 

a healthy, balanced diet." 

 

We made a promise to raise money for our new charity - St. Barnabas Hospice in Lincoln.  We 

donated £631.65 to the hospice who provides specialist palliative care to people living with the 

impacts of a life limiting illness. This money has been contributed by Cool Milk customers 

throughout 2014 and will help the hospice continue their good work. In the last 12 months they 

have supported over 8,000 patients and their families across Lincolnshire. 

The donation is in addition to £780.00 which was raised earlier in the year when two colleagues took 

part in a 100 mile cycling challenge. 

 

As well as raising over £1,400.00 for St Barnabas Hospice this year, Cool Milk also raised £669.40 for 

Children in Need, supporting disadvantaged children and young people across the UK. 

Colleagues held a hero themed bake sale, BBQ, raffle and other games and activities – all of which 

whilst in fancy dress! 

In order to promote more community spirit and working together, the colleagues that make up part 

of our Community Values Team worked with Active Nation and the 

Lincoln County Council to promote a summer event of exercise and  

community spirit. This was in aid of the Safari Children’s Ward at the 

Lincoln Hospital and there was a bake sale and work out session. 

That day Cool Milk raised £333.73 for the ward. 

“I am writing to thank you very much for your kind donation for  

Safari Ward. We shall put the donation towards toys and games  

for the children to play with during their hospital stay.” Carol  

Gannon, Ward Sister, Rainforest Ward 
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We said we would:  

 

• continue to improve the September intake process to ensure all under 5 children 

    received their milk  entitlement; 

• improve the information shown on the parent payment requests;  

• find ways to guide and help settings through the new academic year account  

   maintenance;  

• introduce a new and dedicated support team; 

• improve fax receipt confirmations; 

• improve the return to school process and communication for dairies and settings to 

   minimise administration; 

For the annual September Intake 2015, Cool Milk continued to promote the development of the 

intake process for the settings and parents to register their children. The 2015 campaign was sent 

out to all the 7,800 schools, explaining the use of the electronic spreadsheet. On top of this, 

following the previous year’s feedback registration forms were still available if a school chose them. 

The spreadsheet was re-developed to reduce information required, allow staggered starts for the 

children and the ability for schools to give us class names so that Cool Milk would input this for 

them. The table below shows the level of volume increase since last year for the period up to the 

end of August 2015, an increase of 2,034 schools with over 75% taking on the Intake spreadsheet 

option. In addition to this the Cool Milk Relationship team supported any schools that had queries or 

concerns about providing the information via their direct line. The Finance, Operations, Sales and 

Relationship teams were then developed and trained to allow for the huge volume increase in 

processing the spread sheets with intense training for 16 colleagues and the recruitment of 3 data 

entry people during the busy season of June to September.  

Product 2014 % Product 2015 % 

Bulk Upload 2,417 49.28% Bulk Upload 5,271 75.96% 

Full Pack 1,638 33.39% Reg. Forms 1,668 24.03% 

Lite Pack 850 17.33%    

 

 

In order to improve our website pages we conducted  further surveys in September 2014 and 

September 2015 with the majority of our customers  =  88.24% finding it easy to use, however there 

is still 11.77% that are struggling to use it effectively. Our customers’ recommendations were put 
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forward and approved for a set of improvements to be completed during 2015/16. Some of these 

have already been put into place: 

 Create easy to use user guides on managing your web account; 

 Pre-populate the next year’s term dates; 

 Create yearly tutorials for calendars and class lists and additional for 2015 SPS account 

management and September intake – all to be viewed on the website; 

 Send out standard “check your end and start” dates email at agreed times before the end of 

the term and new for 2015 for the end of the half term holidays; 

 Increase the time allowed to copy class lists over for the new academic year; 

 Introduce new and updated FAQ’s for the parent invoicing side; 

 Provide more information on the legislation and nutritional benefits; 

We initiated a change in our Operations department to ensure that settings are kept up to date with 

their milk supply on returning after a holiday. 

Previously information from the dairies had not been as detailed as our customers would like. We 

utilized the team that deals solely with dairies to produce data from our systems on expected return 

dates for our settings. These were then emailed to our customers, giving them up to 3 weeks to 

confirm their return dates and either update their web account or email the team with 

amendments. This information was then used to work with the dairies based on delivery schedules 

to confirm first day back deliveries. Over the 2014/15 academic year we saw a reduction of 42% of 

settings that would not get a first day back delivery for June 2015 and an 85% reduction for 

September 2015. In all cases we kept our customer informed of the situation and advised of 

solutions where needed. 

 

With the continued improvements to our IT systems, we have seen a decrease in the number of SPS 

issues drop again by 3.2% over the last year – even though the number of invoices increased by over 

210% from December 2014 to September 2015, allowing our customers to spend more time dealing 

with the children in their care.  

Our daily reporting systems, capture incorrect data, from, missing data on registered children; 

incorrect children moved to the leavers class; duplicate parent payments; and incorrectly formatted 

email addresses. This has resulted in a further 14.6% decrease in children errors on our system and 

therefore our customer invoices and over the summer where all the Under 5’s were being registered 

by the team, the development of a new “bulk upload” system saw over 260,000 children registered 

with an incredible 99.3% right first time performance. 
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We said we would make it easier for our customers who contact Cool Milk to: 

• get the information they need; and  

• carry out online transactions more quickly; 

• improve our quality and first time responses to calls and emails; 

• reduce the response times to customer complaints; 

We also said we would be accessible to all customers 

We recognised that with the complex changes that were taking place with the government 

legislation although our customers were getting through to the Customer Service team much more 

quickly with an average wait time during 2014/15 of only 12 seconds from first entering the Cool 

Milk customer service number to getting to speak to us, there was a requirement for an additional 

team who could talk our schools through what they were required to do in a non-biased and 

informative way and so the Cool Milk Relationship team was introduced in the autumn of 2014. 

 

Whilst continuing to improve both our online services and also our email capability we still did not 

forget people who wish to talk with us face-to-face and thousands of phone calls were made to all 

schools during the autumn term regarding the School Food Plan and up and coming legislation 

change along with off-site meetings with LA’s, Bursars and school seminars.  

We again extended our customer service desk opening times during the whole of September 

working from 7am till 7pm every night making it much more convenient for parents to contact us 

once they get back from the school run. 

 

Our Cool Milk help desk improved so that:  

 over 99% of calls were answered within 30 seconds;  

 average waiting time was 12 seconds (a 25% improvement on last year);  

 fewer than one per cent of callers hang up before getting an answer; 

emails have risen in volume by almost 17% again this year yet we have responded to over 

96% within 24 hours and over 89% the same day; 
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Sep-14 Oct-14 Nov-14 Dec-14 Jan-15 Feb-15 Mar-15 Apr-15 May-15 Jun-15 Jul-15 Aug-15 Sep-15

Inbound Calls 22,947 8,577 6,840 7,292 14,189 9,357 9,443 7,846 6710 9134 9,498 6315 21,467

Emails 22,325 12,086 10,202 13,175 18,515 13,384 18,608 13,176 10739 14762 21,810 18598 26,092

Outbound Calls 11,230 8,595 7,268 5,144 7,741 6,940 7,983 6,426 5,952 8,619 6,212 3,896 11,444

Dairy Tickets 3,619 2,331 1,829 1,397 2,899 2,807 2,480 2,516 2,250 2,680 2,192 1,007 3,869

Inbound Query Statistics of Helpdesk September 14 to September 15
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Jul-15

Aug-15

Sep-15

Sep-14 Oct-14 Nov-14 Dec-14 Jan-15 Feb-15 Mar-15 Apr-15 May-15 Jun-15 Jul-15 Aug-15 Sep-15

Email SLA % 91.02% 93.44% 96.99% 92.17% 85.36% 92.46% 99.72% 99.57% 99.56% 99.57% 98.88% 99.77% 99.65%

Call SLA % 98.56% 97.04% 98.60% 98.30% 95.44% 95.15% 97.96% 98.97% 98.67% 98.91% 97.33% 99.57% 99.66%

KPI % Achievements of Call Centre Operations Sep 14 to Sep 15
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We have continued to improve our updates during such issues as return to school deliveries, adverse 

weather and any system issues. We react in real time by updating our website of current situation, 

school closures and dairy closures which went down very well with our customers.  

 

Our continued support approach to dealing with government changes resulted in Cool Milk being 

awarded the “Outstanding Supplier of The Year Award” at a leading school food industry 

organisation awards ceremony in Birmingham in July 2015. 

 

Lead Association for Catering in Education (LACA) Awards for Excellence are supported by the 

Department for Education and acknowledge individuals and teams of people who continue to make 

a real difference in education catering. Carrieanne Bishop, National Chair of LACA, and awards host 

and TV presenter Dr David Bull presented the coveted award to Cool Milk's founder Jon Thornes 

MBE and his team.  

John Sedgwick, Cool Milk’s Managing Director, said: "We believe in offering excellent customer 

service as well as helping to educate schools on the health benefits of drinking milk mid-morning. 

We worked closely with all of our customers including Hampshire County Council to ensure that all 

schools complied with new School Food Standards that came into force in January 2015.”  

Amanda Frost, Head of Catering Services at Hampshire County Council Catering Services (HC3S) said: 

"Cool Milk always go the extra mile for us. They have been a positive presence in Hampshire and 

have helped our schools understand changes in milk legislation, whilst implementing milk schemes 

in line with the requirements of the School Food Plan. 

"They fully deserve their recognition for "Outstanding Supplier of the Year" and we congratulate 

them." 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

 

Cool Milk Meeting Our Promises to You 2014-15 Report November 2015 

 

11 

We set stringent targets with our dairies and these are measured monthly with review meetings to 

discuss any issues and resolutions of on-going problems. To this effect we have seen rise in dairy 

performance across the board by 0.93% from last year to 97.85% with over 97% of delivery issues 

being resolved within 24 hours. Our main dairy Dairy Crest has performed exceptionally well over 

the last year with over 99% of issues being resolved in 24 hours. Product issues have seen a decrease 

again from last year with stolen milk being reduced by almost 27% through the year. 
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We set ourselves a target to answer customer complaints more quickly – 90% in 5 working days. We 

beat this in the first six months of 2014/15 again this year, and overall achieved a target of 94.19% 

across the year with a reduction in complaints by 5.4%. 

 

 

 We said we would:  

 

• try to reflect the customer’s diverse cultures in the mix of staff we recruit; 

• provide better services to the public by ensuring that our workforce had the right skills  

   to deliver the services required, and were trained and supported to do their job;  

• cut the number of days our colleagues had off sick;  

 
Despite changes in the number of people we employed in 2014/15, we made progress in a number 

of areas to improve the service staff can give the public.  

We promised to try to reflect the diversity of the customers we serve in our mix of colleagues – and 

by the end of 2014/15 had increased our diversity from 6.7% the year before to 7.2%.  

 

We implemented workforce planning across the business and produced a comprehensive 

outsourced training programme available to all colleagues.  

 

These included:  

 BTEC Customer Service qualification program; 

 NVQ Sales qualification program;   

 BTEC Business and Administration qualification program; 

 Management module training programs; 

 Advanced AAT qualification program; 

   

We tried hard to motivate colleagues and initiatives included:  

 CSE person of the year awards;  

 employee of the month awards;  

 special celebration of 1,000,000 drinkers event in October 2015; 

 quality employee of the month awards; 

We want all our colleagues to be at work to serve our customers. In 2014/15 they took less time off 

sick –2.1% cumulative averages compared with 2.3% the year before. This has gone down again year 

on year and is a testament to the motivation and commitment of all colleagues through positive 

management. 

 


