
Quarterly Customer Service report for the period Apr to Jun 2010  
  

Highlights of the last quarter 

• Elections calls in the Contact Centre totalled 2,337 for April, seven times the usual 
month’s volume; this was the first time the Contact Centre had experienced a General 
Election month and there were no previous figures available to indicate the call demand.   

• Monthly service levels achieved in Huntingdon CSC throughout the quarter, although 
customers had to wait up to an hour at busy times 

• Advisors responded well at all locations to high demand and to cover for absences 
through sickness or unfilled vacancies by taking shorter lunches and missing breaks 

• Council tax enhanced training given to all Contact Centre advisors to be able to amend, 
create and cancel council tax direct debits.   

• Onyx CRM systems in the Contact Centre were streamlined to improve payment card 
requests.   

• Equalities & diversity training carried out for Customer Service advisors using trainers 
from the Papworth trust.   

• Campaign line successfully used in the Contact Centre for the first time for the Gypsy & 
Traveller consultation 

 
Issues for next period 

• Increased strain on service levels from… 

• Longer call lengths in the Contact Centre due to additional services carried out for 
council tax (see Risks) 

• Potential long term sickness at Ramsey CIC requiring cover from the Contact 
Centre 

• Peak holiday season 

• Continued unfilled vacancies 

• Increasing need in CSCs to use up high levels of flexitime accrued by advisors 
working extra time to support service levels 

• Preparation needed for Customer Service Excellence review in Contact Centre, Ramsey  
CIC and Yaxley CIC, and first application for Huntingdon, St Ives and St Neots CSCs 

• E-mails to be processed at Ramsey and Yaxley CICs to try and increase workload at 
those locations and take pressure off the Contact Centre 

• Potential dip in advisor motivation from impact of budget constraints on already 
pressurised staffing levels 

• Evaluate changes in layout of office in St Ives 

• Roll out of Planning training to all CSCs to continue multiskilling of advisors 
 

Risks 

• If Council Tax calls do prove longer this will show itself when customers respond to 
Council Tax reminders, an already very busy time for the Contact Centre; as a result 
there may be an impact on the service level for other services’ calls 

• Impact on quality during training period at CICs as they start to handle customer emails 

• Continued sickness levels 

• Being unable to fill fixed term roles(DWP funding) at Huntingdon CSC 

• Disconnection from Government Connect  
 



Budget Position – 2010/11 
Budgets for Customer Services are, as a whole, on target, with efficiency savings being 
used for unplanned expenditure. 
 

Efficiency Savings 
See appendix on last page. 
 
Notes 

• At the Contact Centre the speed of answer service level was not met for April due to high 
levels of Election calls 

• Focus continues on retaining staff morale to try and reduce staff turnaround in case of a 
recruitment freeze 

• Meetings planned to discuss the best way forward for providing cover at Ramsey CIC if 
sickness continues 

• Migration of Leisure calls is now planned for Feb 2011 
 
 
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. 









Customer Service Centre Enquiries 









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 

 

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 

 

Sept - closure of St Neots Tourist Information Centre, & increased Electoral Registration calls due to incorrect electoral forms sent to all residents 

 

Sharepoint calendar created to reduce the volume of e-mail communication from internal departments. 

 

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 

 

 


