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1 Introduction 
 
1.1 This is the monitoring report for the Customer Services team for 2010/2011.  The latest 

quarterly report (sent to COMT) is at Appendix A. 
 
2 Significant issues since last report 
 
2.1 We have undertaken a review of staffing and services as part of the Council’s 

budgetary review.  As a result we have 
 

• Accepted three requests for voluntary redundancy 
• Reduced staffing at St Neots from two staff to one 
• Closed St Ives customer service from the end of May.  It is still open every Monday 

for Housing Benefit queries only. 
• Undertaken a consultation exercise with staff at Ramsey & Yaxley to manage the 

reduction to two days per week at each site 
• Achieved the prestigious Customer Service Excellence Award for Huntingdon and St 

Neots.  We have now achieved this accolade across the whole of the customer 
service team, including satellite offices and the call centre 

• Achieved £100k of budget savings 2011/12 
 

3 Forthcoming issues 
 
3.1 As well as managing the reduction in the number of days we will be staffing Ramsey 

& Yaxley offices, we will also need to undertake a procurement exercise on the cash 
handling contract (due to expire in December 2011). 

 
3.2 The future of the Call Centre is to be considered by this Panel and Cabinet in 

September.  This report will look at the options available once the existing IT and 
premises contracts expire in December 2012. 

 
3.3 As part of our further efficiency improvements, we are progressing with a project to 

take Automated Telephone Payments.  This will free up advisor time to handle more 
complex queries at the call centre.  

 
3.4 Potential loss of DWP funding from April 2012 which will mean a reduction of 95 

hours per week of advisor time at Huntington CSC. 
 
3.5 Explore procurement exercise for Allpay contract (expires December 2011) 
 



4 Statistics 
 
4.1 Customer numbers for 2010/2011 
 

The Call Centre was offered 158,979 calls and 13,082 emails.  
The Customer Service Centres processed 88,186 enquiries. 

 
4.2 Customer Satisfaction levels  
 

Call Centre Customer Satisfaction for was 98.1%. 
Customer Service Centre satisfaction was 98.8%. 

 
 
5 Recommendation 
 
The Panel is asked to note the contents of this report 
 
 
Contact officer – Julia Barber, Head of Customer Services.  01480 388105 
 
 
 



 
Quarterly Customer Service report for the period Jan to Mar 2011  

  
Highlights of the last quarter 
• Customer Satisfaction has remained high, averaging 98% over the quarter at the Call Centre 

despite strains on our service level. 
• Following a couple of challenging months we comfortably met our speed of answer targets at the 

Call Centre and Huntingdon CSC in March as our new starters found their feet. They were trained 
to take Payment and Operations calls at the Call Centre. At Huntingdon our new starters learnt 
services such as planning, benefits and housing, with one person doing the reception function and 
are all getting on very well indeed.  

•  The operation of the Bus Pass scheme was successfully handed to CCC, with all data successfully 
transferred from Hunts CSC with the support of IMD. 

• Staff are feeling that there is a good level of communication within our Customer Service Team 
relating to the budget savings and future changes. 

• The Huntingdon CSC exceeded service level over the quarter as a whole but on occasions had 
customers waiting an hour. 

 
Issues for next period 
• Peak volume of calls expected for period of April and early May during the upcoming elections.   
• Changes to release budget savings within the customer service team are expected to increase the 

number of customers calling the call centre and visiting Huntingdon Customer Service Centre 
which will impact on the length of time customers wait to speak to an advisor. 

• Changes to release budget savings throughout the whole of HDC may lead to increased levels of 
avoidable contact as customers can’t get through to the staff member/dept they need. Those 
customers may then try the switchboard number to see if we have another number which will 
again impact on waiting times for customers and service levels. 

• The new release of the Capita payment system will be loaded into test and needs to be evaluated 
before going live in June, this will impact resources and additional training may be required for all 
users and administrators.  

 
Risks 
• We missed the ‘80% of customers handled within 20 seconds’ target by a small margin this 

quarter achieving 79.4%. This is largely due to an extremely difficult January for both Call Centre 
and Huntingdon CSC. The Call Centre had two new starters arrive in January requiring training 
and pairing with experienced advisors, as well as longer Council Tax calls requesting Direct 
Debits and Moving in, Moving out request. The Huntingdon CSC lost 2 experienced staff, and 
had to train 4 new starters in January. 

 
Budget Position – 2010/11 
Customer Service budgets are as a whole on target with efficiencies highlighted with the accountant on a 
monthly basis and being used for unplanned expenditure. 
 
 
Note: In the following pages the term ‘enquiry’ refers to the information or service requested by the customer. 
Some customers may make more than one enquiry in a single visit. 



Daily speed of response
Jan to Mar 2011
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Customer Service Centres' enquiries per month
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Customer Service Centre Enquiries 





 
Call Centre

Incoming calls & emails 2010/2011
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