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Management summary 

The number of customers who contacted 
Customer Services this quarter totalled 70,060, 

an increase from the previous quarter’s total of 
66,149. All service levels were met both in 

Customer Service Centres and the Call Centre. 
 

The progress Customer Services is making 

against its Service Plan is shown in Appendix A.    
 

Several surveys in the quarter show very high 
satisfaction levels with the standard of service 

provided both internally and externally… 
 

• Service department staff have recorded a 
satisfaction level of 95% 

• Customers visiting face to face locations 
recorded a satisfaction level of 99.7% 

• Customers contacting the Call Centre 
recorded a satisfaction level of 98% 

 
This has to be considered in light of dramatic increases in Benefit (+40%) and Housing (+21%) enquiries at face-

to-face locations. 

 
The contents of the Customer Service Standard leaflet have been agreed and the document has now gone to print. 

 
Migration of Housing to the Call Centre remains on schedule to go live early May. Training will be rolled out 

subsequently to face-to-face locations. 
 

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 24,794 customer 

enquiries, compared to the previous quarter 
total of 26,875. A breakdown of this figure by 
location is shown on the right, and details of the 

enquiry types are shown in Appendix B. 
 

Benefit enquiries increased dramatically this 
quarter, averaging 40% higher than previous 
months. In March the highest number of Benefit 

enquiries for the last twelve months were 
recorded at 2,088. Housing enquiries have also 

increased by 21% over previous months.  
 
This has placed great pressure on staff. For 

example at Huntingdon CSC, in addition to 
being cross trained on these services staff have 

volunteered to take short lunches and miss 
breaks; this is not a long term solution to 

maintaining service levels.  
 
The CSCs exceeded their customer service 

levels during the quarter. At Huntingdon CSC 
customers queued on average for 5 minutes 16 

seconds and 93% of customers were seen 
within 10 minutes (target 75%). A monthly 
breakdown of these figures is shown in Appendix C.  

 
A revised customer satisfaction survey was carried out in March. The percentage of customers who were satisfied or very 

satisfied with the service received was 99.7%, reflecting the high quality of service available at our face-to-face locations. 
 
To view further information about the Customer Service Centres click here. Additional information about Ramsey & Yaxley 

CSCs can be viewed here. 
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Call Centre 
Customers contacting the Call Centre during 
the quarter totalled 45,266, split between 

41,549 calls and 3,717 emails. For calls, 
98% or 40,524 were answered (target 

95%). Appendix D shows the volume of calls 
and emails 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 annual survey of service department 
staff satisfaction showed an increase over 

that recorded last year. The percentage of 
staff who were satisfied or very satisfied 

increased from 88% to 95%.  
 

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 98%. 

 

Appendix E shows the complaints received by the Call Centre, representing 1.2% of all requests for service. This 
shows a decrease from the previous quarter’s score of 0.8%. Appendix F shows details of service requests 

received by the Call Centre, and Appendix G information requests. 
 

To view further information about the Call Centre click here. 
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Appendix A 
 
Service Plan Status 
Action  Target 

date 

Status 

Customer 

Satisfaction 

Measure customer satisfaction across all Customer 

Services’ sites on a consistent basis, providing feedback 

to Advisors & service departments 

 

Mar-09  

 

Completed Mar-09, now ongoing 

 Measure internal customer satisfaction Mar-08 

 

Completed Mar-08, now ongoing 

 

 Benchmark Call Centre performance against other District 

Councils 

 

Oct-08 

 

Completed Jun-08, now ongoing 

 Improve the way HDC’s annual survey is conducted to 

obtain information to identify areas of strength & 

development areas 

 

Jan-09 

 

Provided costs in December for survey to be conducted by 

Call Centre. 

Employee 

Satisfaction 

Measure employee satisfaction across all Customer 

Services’ sites, publish results and maintain score above 

75% satisfaction 

 

Jun-08 

 

Completed Jun-08, now ongoing 

Score Dec-08 90% 

Mystery 

Shopper 

Compare performance against partners; provide customer 

advisors with personal benchmarks & give them 

experience of how partners handle calls 

Jun-08 

 

Completed Jun-08, now ongoing 

Quality 

Measures 

Measure quality of work across all Customer Services’ 

sites 

Jan-09 

 

Expensive Q-Matic quotation caused delay. Cost reduced 

by using Sharepoint application, & only using Q-Matic to 

developing lower level reports. Expected to complete Jun-

09. 

 

Forecast Forecast resource requirements across all Customer 

Services’ locations 

Jul-08 

 

Completed Jul-08, now ongoing 

Recruitment/ 

Training 

Develop training for Customer Services Apr-09 

 

Face-to-face mystery shopping carried out & results to be 

used to tailor future training in the CSCs. Staff completed 

two training days. Call Centre Housing training will be 

rolled out to face-to-face sites. Extension of the WIKI to 

face-to-face sites is behind schedule. Regular 1 to 1 

reviews & training plans now in place. 
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Action  Target 
date 

Status 

Effective 

Communication 

Achieve effective two way communication via meetings 

with customer service co-ordinators & service managers, 

& invitation to Councillors to visit customer services 

Mar-09 

 

Customer Service co-coordinators’ meetings need 

consideration since attendance reducing. Meetings with 

various service departments are to be completed. 

Although invites sent to Councillors, most not visited. 

 

Customer 

Service 

Performance 

Supply performance information to senior HDC managers 

on a monthly basis 

Nov-08 

 

Completed Oct-08, now ongoing 

Charter Mark Gain Charter Mark (now known as Customer Service 

Excellence) status for all of customer services 

Dec-10 

 

Call Centre retained status Dec-08, all other Customer 

Service locations working towards CSE award by Dec-10. 

Budget Operate Customer Services effectively within budget Apr-08 

 

Performance reviewed monthly since Apr-08, now 

ongoing; three new budgets inherited & first year as new 

team. A small overspend is expected but being reviewed 

to prevent in future years. 

 

Customer 

Service 

locations 

Increase prominence of St Ives & St Neots Feb-09 

 

Consulted 6k customers on locations/services, but budget 

constraints mean will have to make most out of current 

locations. Planning to extend & promote services, improve 

locations, target campaigns & partner where beneficial. 

Aiming to increase & promote new additional services from 

Jun-09 in St Ives & Sep-09 in St Neots. 

 

Website/ 

Kiosks 

Develop the website/web based services so more 

customer friendly 

Mar-09 

 

Customers surveyed on why the HDC web site wasn’t used 

to find information. 

Equality & 

Diversity 

Consider the impact the customer service team have on 

equality issues 

Dec-08 

 

Call Centre staff attended equality training. Information on 

translation published for face-to-face locations. Equality 

impact assessment completed & action plan in place. 

 

Customer 

Service 

Embed the concept & practice of customer insight into 

HDC by encouraging services to implement the customer 

service strategy 

 

Mar-10 

 

Customer service standards leaflet about to be published. 

NI14 training completed & data gathered from all 

departments is being analysed at present for report to 

COMT April 2009. Customer service protocols document 

being worked on at present. 
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Appendix C 
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Appendix D 
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Appendix E 
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