
Quarterly Customer Service report for the period July to September 2009  
  

Highlights of the last quarter 

• All customer service targets met 

• Benefits services launched with high take up in St Neots and St Ives 

• Customer Excellence awarded to Ramsey CIC and Yaxley CIC 

• Continued very high levels of customer satisfaction; 100% for face to face locations and 
99% for Call Centre 

• Complaint level as measured at Call Centre reduced to 0.8% (previous quarter 1.2%) 
 
Issues for next period 

• Staffing issues at Huntingdon CSC beginning to effect queue times 
 
Risks 

• Targets may be missed in Huntingdon CSC while Housing training being carried out 

• Loss of goodwill of CS staff to continue working shorter lunches etc therefore affecting 
service provision  

 
Budget Position – 2009/10 
Budgets for Customer Services are, as a whole, on target, with efficiency savings being 
used for unplanned expenditure. 
 
 

I can verify the accuracy of the data used in the compilation of the performance report and 
the data has been collected in accordance with the procedures identified in our data 
measure template, where appropriate.















Service Plan Summary 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 

 

Ongoing  

 

Last surveys with scores… 

Call Centre Sep-09 … satisfaction 98.8% 

Customer Service Centres Sep-2009 … satisfaction 100%  

 Measure internal customer satisfaction Ongoing 

 

Last surveys with scores… 

Call Centre Mar-09… satisfaction 95.3% 

Customer Service Centres Sep-08… satisfaction 97.7% 

Customer Service Centres to be measured again Oct-09 

 

 Benchmark Customer Service performance against other 

District Councils 

 

Sep-09 

 

 

 Improve the way HDC’s annual survey is conducted to 

obtain information to identify areas of strength & 

development areas 

 

Jun-09 

 

Completed… agreed to use the customer satisfaction 

results obtained by Customer Services. 

Employee 

Satisfaction 

Measure employee satisfaction across all Customer 

Services’ sites, publish results and maintain score above 

75% satisfaction 

 

Ongoing 

 

Last survey with score…  

Call Centre/Ramsey/Yaxley Jun-09… satisfaction 81% 

Huntingdon/St Ives/St Neots Jun-09… satisfaction 81% 

  

Mystery 

Shopper 

Compare performance against partners; provide 

customer advisors with personal benchmarks & give 

them experience of how partners handle calls 

Ongoing 

 

Reviewing up to date results at present, scored 87% good, 

10% average, 3% below average 

Quality 

Measures 

Measure quality of work across all Customer Services’ 

sites 

Ongoing 

 

Now ongoing for all Customer Service locations. 

 

Forecast Forecast resource requirements across all Customer 

Services’ locations 

Ongoing 

 

Call Centre last forecast update Jul-09 

Customer Service Centres’ updated Sep-09, with 

exception of Huntingdon CSC being updated for Oct-09 

Recruitment/ 

Training 

Organise team building event Feb-10 

 

 

 Train all face to face staff in Housing services Sep-09 

 

Now planned for Nov/Dec 09 

 Investigate benefits of using CRM in CSCs; if beneficial 

carry out training 

 

Dec-09 

 

 

 Train CSC staff to use & update WIKI site Dec-09 

 

 

 Introduce further services into Customer Services 

 

Dec-09 

 

Next potential services are being looked into for 

implementation by the end of 2009, currently Leisure 

bookings, Council Tax and Benefits being analysed 



Action  Target 

date 

Status 

Effective 

Communication 

Re-launch the Customer Service Co-ordinators’ meeting Jun-09 

 

Co-ordinators’ meetings now replaced with service 

meetings with relevant HoS/AM to promote Customer 

Services; first meeting scheduled Oct-09 with Julia Barber 

 

 Meet with departmental managers Oct-09 

 

 

Meetings arranged with Revenues (Oct 09), Central 

services (Nov 09) and Operations (Dec 09) 

Customer 

Service 

Performance 

Push performance information out to suitable audience Ongoing 

 

This quarterly report is most recent example 

 Ensure contingency plans are in place & tested across all 

sites 

Ongoing 

 

 

Call Centre… plans are in place but untested, meeting 20-

Oct with NTL to progress 

CSCs… under development 

Charter Mark Gain Charter Mark (now known as Customer Service 

Excellence) status for… 

 

Huntingdon/St Ives/St Neots 

 

Ramsey/Yaxley 

 

Call Centre (re-assessment to retain) 

 

 

 

Dec-10 

 

Jun-09 

 

Dec-10 

 

 

 

 

 

 

Achieved Sep-09. 

Budget Review budget monthly Ongoing 

 

Last reviewed Sep-09 

 

 

 Keep log of staff covering at Ramsey & Yaxley to 

establish true running costs 

Ongoing 

 

 

Up to date as at September-09 

Customer 

Service 

locations 

Increase range of services at St Ives & St Neots Jul-09 

 

Customer postcode & house number captured to help 

understand visitor profiles. Mapping completed. 

 

St Ives has Benefits service each Monday. An official 

launch of newly renovated offices took place on 22 June 

09. Offices are now DDA complaint with friendly open plan 

layout. 

St Neots office now incorporates the former tourism 

service that was based at the Museum. The office is now 

open plan and an enhanced benefit service will start on 

Mondays from Nov 09. 

 

Website/ 

Kiosks 

Develop the website/web based services so more 

customer friendly 

Oct-09 

 

Customer Focus meetings arranged for next 3 months 

which will include Web services 

 



Action  Target 

date 

Status 

Action plan to encourage take-up of online payments 

developed. 

 

Equality & 

Diversity 

Create a database to capture any incidents where 

customers feel they have been treated unfairly to 

share this with the steering group 

 

Ongoing 

 

Database kept at Call Centre 

 



Efficiency savings within Customer Services 
Savings 

Housing services incoming call levels four times what was planned for at Call Centre 

 

Processing & administration of bus passes, up to 100 per week 

 

Administering all room bookings at Centenary House, typically 50 per week 

 

Issuing visitors passes & receiving visitors on behalf of PFH staff 

 

St Ives & St Neots CSCs dealing with basic Benefits enquiries 

 

No Benefits assessor available in Huntingdon CSC since May-09 

 

Payments now taken at all locations 

 

Council Tax enquiries handled at Ramsey & Yaxley CSCs 

 

NI14 data capture & analysis 

 

Increased work issuing extra season parking permits due to change in car parking strategy, extra 260 issued 

 

Increased Benefits & Housing enquiries from recession, increased up to 40% over previous period last year 

Work with other department to implement new parking and permit systems 

Merge Tourism function from the Museum into the CSC in St Neots 

Integration of the bus pass database with the GIS system 

 

Ramsey & Yaxley CICs now offer Housing services, consistent with the Call Centre 

 

Mystery shopping carried out for Leisure Services as part of business plan to support possibility of taking on new service, 50 calls completed 

 

 


