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Management summary 

In Quarter 4 a total of 66,149 customers contacted 
Customer Services, decreased from the previous quarter’s 

79,902. All service levels were met both in Customer 
Service Centres and the Call Centre.   

 
NI14 recording is going well at the Call Centre and 

Huntingdon CSC. Early analysis of the results is due to 
take place within the next two weeks. Back office training 

and data capture is planned with all relevant departments 
during February and early March, avoiding office moves. A 

report will go to COMT in April detailing the 
overall percentage of avoidable contacts with a breakdown 
by department. Invites will be sent to discuss the findings 

with Heads of Service between 27-Apr and 04-May. Click 
here for more information about NI14. 

 
Employee satisfaction levels within Customer Services increased from 84% in June to 90% in December, both well 

above the target of 75%. Customer satisfaction as measured at the Call Centre continued at a high level, averaging 
97% for the quarter. Customer complaints as measured at the Call Centre showed a decrease to 0.8% of all requests 

for service. This is a decrease form the previous quarter’s result of 1.5%. More details of this are shown in Appendix C. 
 

In it’s early stages Customer Service have been leading a working group of representatives from Benefits, Web and 
Leisure to use Mosaic data to gain a greater insight into our customers and the best way to reach them, to be reviewed 

after a year. Policy will take over the lead in February on the return of Dan Buckridge. Click here for more information 
about Mosaic. 

 
Finally, the Customer Service Team have developed Service Standards for customers and shared this with all 
departments, since customers may assume the standards apply to the whole of HDC. Due to necessary differences 

between departments more work is to be done to create an A-Z of Service Standards and place this on the HDC 
website. 

 
To view the Customer Services Home page click here. 
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Customer Service Centres 
During the quarter the Customer Service 
Centres (CSCs) dealt with 26,8751 

customer enquiries, compared to the 
previous quarter total of 34,311. A 

breakdown of this figure by location is 
shown on the right, and details of the 

enquiry types by month are shown in 

Appendix A. 
 

The CSCs exceeded all their customer 
service levels during the quarter. At 

Huntingdon CSC customers queued on 
average just under 5 minutes and 95% of 

customers were seen within 10 minutes 
(target 75%). A monthly breakdown of 

these figures is shown in Appendix B.  
 

On only the second time of measurement 
CSC employees showed an encouraging 

overall increase in satisfaction levels, from 
81% in June to 86% in December. 

 

In the first internal survey of how staff felt about the CSCs a fantastic 98% recorded satisfaction with the services 
they were offered. Almost 10 out of 10 responses showed staff were either satisfied or very satisfied that the CSCs 

were meeting their key objectives in respect of service departments. 
 

To view further information about the Customer Service Centres click here. Additional information about Ramsey & 
Yaxley CSCs can be viewed here. 

                                            
1
 From Nov-08 onward visits to St Neots museum are not included in figures. 
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Call Centre 
Customers contacting the Call Centre during 
the quarter totalled 39,274, split between 

37,076 calls and 2,198 emails. For calls, 98% 
or 36,310 were answered (target 95%). 

Volumes generally fell towards the end of the 
year from the previous quarter’s total of 

42,727. Appendix F shows the volume of calls 

over the last 12 months. 
 

The call Centre exceeded all its customer 
service levels during the quarter. 

Performance for the last 12 months on the 
Call Centre’s two main service levels is shown 

in the graph to the right. 
 

The Charter Mark award was retained for 
another year at the Call Centre following the 

annual external review in December. To see 
the exacting criteria used to measure the Call Centre click here.  

 
As part of the ongoing customer satisfaction survey, the percentage of customers who were satisfied or very 

satisfied with the service received remained consistent at 97%. 

 
Call Centre employees recorded an overall increase in satisfaction levels, from 87% in June to 93% in December. 

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

shows a decrease from the previous quarter’s score of 1.5%. Appendices D & E show details of service & 
information requests received by the Call Centre. 

 
To view further information about the Call Centre click here. 
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Appendix B 
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Appendix C 
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Appendix F 

 


