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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 
 
All face to face locations 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 
 
Sept - closure of St Neots Tourist Information Centre, & increased Electoral Registration calls due to incorrect electoral forms sent to all residents 
 
Oct - 25 hr per week vacancy & casual hours not filled. Yaxley change to hours to reduce 4 hrs per month. Sharepoint calendar created to reduce the volume of 
e-mail communication from internal departments. 
 
Nov - 25 hr per week vacancy & casual hours not filled.  Changes to top 5 Onyx service requests to speed up calls.  Onyx & GIS changes to accommodate 
operations integration of systems.  Centrex lines cancelled saving £40 per month 
 
 


