
File name: CustomerServiceQuarterlyReportAprJune2008_v10.doc Page 1 of 8 Author: John McKinnie 

Customer Service 
Quarterly Performance Report 

Apr to Jun 2008 
 

 
Index 

 
Management summary 

 

Page 2 Customer Service Centres Page 3 

Call Centre 

 

Page 4 Appendices Page 5 

 

 
Contact Officer Michelle Greet, Customer Service Manager 

(  07500 027519 
* michelle.greet@huntsdc.gov.uk 



File name: CustomerServiceQuarterlyReportAprJune2008_v10.doc Page 2 of 8 Author: John McKinnie 

Management summary 

From April to June a total of 71,999 customers 

contacted Customer Services. All service levels were 

met other than the speed of answer service level at 

the Call Centre, which was missed by 1%. An 

explanation is given on page 4. 

 

Customer satisfaction responses have continued to 

show a very high satisfaction level amongst customers 

as follows: 

 

• Huntingdon Customer Service Centre score was 

86% of customers rating the service received as 

good or very good 

 

• Over the quarter 97% of Call Centre customers were satisfied or very satisfied with the service 

received 

 

Customer complaints measured at the Call Centre reduced significantly to 0.8% of all requests for 

service. This shows that HDC have again returned to pre-September 2007 complaint levels of around 1%. 

More details of this are shown on page 4. 

 

The risk to service levels is at the Call Centre, & arises as follows: 

 

1. Although implementation of the Call Centre replacement telephone system went smoothly, a lack of 

performance visibility & resultant inability to quickly adjust resources means a continued risk to 

service levels. New reports & performance PC display have been specified & delivery is awaited. 

 

To view the Customer Services Home page click here. 
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Customer Service Centres 
During the quarter the Customer 
Service & Community Information 

Centres (CSCs) dealt with 29,272 
customer enquiries. A breakdown of this 

figure by location is shown on the right. 
 

Customer volumes have consistently 

reduced over the quarter at all sites. 
The main reason for this is a reduction 

in enquiries for the new bus pass 
scheme, with an additional element of 

reducing cash payments over a longer 
period. 

 
The CSCs exceeded all their customer 

service levels during June.  
 

In Huntingdon CSC the speed of 
response was 94% of queuing 

customers seen within 10 minutes (target 75%). The average queue time for the month was just over 4 minutes. 
Additionally when more than 400 customers were surveyed in June 86% rated the service received as good or 

very good. 

 
Details of the top 25 enquiries (representing 92% of all enquiries) received by CSCs are shown in Appendix A. 

 
Appendix B shows the monthly service levels achieved at Huntingdon CSC. Similar figures are not available for 

other CSCs, although implementing the Qmatic system at other sites is being considered. 

 
To view further information about the Customer Service Centre click here. To view more information 

about Community Information Centres click here.  
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Call Centre 
Customers calling during the quarter 
totalled 42,727. 

 
All customer service levels were met for 

June other than for speed of answer, 
which was narrowly missed at 79% of 

customers being answered within 20 

seconds (target 80%). This was because 
of multiskilled Customer Advisor 

vacancies. These positions are expected to 
be filled in August. 

 
The Call Centre performance for the last 

12 months on it’s two main service levels 
is shown in the graph to the right. 

 
Responses from over 1,400 customers 

during the quarter showed that 97% were 
either satisfied or very satisfeid with the 

service received.  

 

Appendix C shows the complaints received by the Call Centre, representing 0.8% of all requests for 

service. This is a significant reduction on the previous quarter (2.3%), with a halving of missed refuse 

collection complaints & a complete removal of any grounds & tress complaints. 

 
Details of the top 25 enquiries (representing 99% of all enquiries) received by the Call Centre are shown in 
Appendix D. 

 

To view further information about the Call Centre click here. 
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Appendix A 

This item is for 
customer 

contacts at St 
Neots & St 
Ives cash 

offices, where 
enquiry types 

are not 
currently split 
out 
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Appendix B 
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Appendix C 
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Appendix D 


