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Quarterly Customer Service report for the period October to December 2011  
  

Information about Demand 
• Employee satisfaction survey completed in December/January, showing a satisfaction 

level of 97% at both the Call Centre and Customer Service centre, exceeding 75% target. 
• Customer Satisfaction has remained high, averaging 97.5% over the quarter at the Call 

Centre despite strains on our service level. 
• The customer service centres achieved a high satisfaction score, with also 97.5% of 

customers surveyed being satisfied or very satisfied with the service.   
• The Call Centre missed its speed of answer target by 4% during the quarter largely due 

to staff vacancies, sickness, new starter training, covering the satellite CSCs and 
holidays. 

• Over the Quarter, the Call Centre lost 6.2% of contracted hours to sickness, 4.1% to 
vacancies and 11.2% to holiday. 

• The Huntingdon CSC exceeded service level over the quarter as a whole, but on 
occasions had customers waiting over an hour and missed service level on 14 individual 
days. 

• Over the Quarter the CSC lost 88.5 days to sickness and 68.5 days leave. The CSC also 
has a 2.5 FTE vacancy. 

• The Yaxley and Ramsey CSCs were on reduced opening times for much of the quarter 
due to the dedicated CSC advisor leaving HDC. Both CSCs have tended to be open 1 
day a week at each office, as the Call Centre is not able to provide cover for four days a 
week. 

 
Information about achieving our priorities 
• Staff vacancies have been filled at the Call Centre, and a senior advisor will return to the 

Call Centre from the Huntingdon CSC at the end of January 2012. 
• Vacancies at CSC have been advertised and the recruitment process started 
• Automated payments may help take the pressure off peak payment days, due to go live 

February 2012. 
• Continually reviewing staff sickness in line with HDC sickness absence policy. 
• Continue to work with back office services to improve communication and to identify 

potential call/visit peaks. 
• The vacancy at the satellite office has been advertised and the recruitment process 

started 
 
Risks 
• There is continued risk at the Call Centre due to average call lengths above 150sec 

which has had a significant impact on the number of calls waiting to be answered which 
increases the pressure within the call centre.  

• Staff morale may decline due to HDC pay negotiations, any increase in sickness & 
willingness to work additional hours will impact the both the call centres and CSC 
performance. 

Budget Position – 2011/12 
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. 
Notes 
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. 
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. 
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