OVERVIEW & SCRUTINY 12 JULY 2012
(ECONOMIC WELL BEING)
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CUSTOMER SERVICES
REVIEW OF CHANGES AT RAMSEY & YAXLEY
(Report by the Head of Customer Services)

INTRODUCTION

At the Overview & Scrutiny meeting (Economic & Well Being) on the
10" February 2011, It was agreed that inorder to achieve the required
budget savings, Ramsey & Yaxley customer service centres would
reduce their opening hours at each location from five days per week to
two days per week from July 2011. The opening hours were decided
upon taking into account the opening hours of the Ramsey Library and
the busiest days historically.

Members of the Overview & Scrutiny panel asked for an update report
12 months after the changes had been implemented.

As a result of this change, the budget for Ramsey reduced from
£51,158 (2010/11) in Ramsey to £13,365 (2012/13) and the budget for
Yaxley reduced from £57,887 (2010/11) to £34,947 (2012/13). Please
note that we are in a rent free period for Ramsey, and costs will
increase by around £6k per year when rent becomes due.

ISSUES

The reduction in service at Ramsey & Yaxley resulted in a change to
the job description to that of one more similar to the rest of the
Customer Service Team. During the consultation process both staff
members at Ramsey & Yaxley disagreed that the new job description
was a suitable alternative which resulted in very unexpected long term
absence.

During this time both locations were open for a limited number of days
as cover was not available. Eventually it was agreed that the alternative
Job Description wasn’t a suitable alternative and both staff members
took redundancy, which put further pressure on the team as we tried to
cover Ramsey & Yaxley as much as possible with resources within our
remaining team whilst recruitment took place.
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In Yaxley the lease expires July 2013. Members have asked that we
consider future options beyond that date. One option would be to use
the library one or two days a week. Alternatively, we could consider the
lease on the current premises or examine what other options are
available in Yaxley at that time. The Customer Services manager will
review the options during this financial year.

Yaxley parish council were concerned that not opening the Yaxley CSC
on Tuesdays was problematic. The village bus operates on that day
but past surveys suggested that this bus wasn’t used by HDC
customers but by customers accessing the doctors surgery. We
haven’t received any complaints from customers due to not being open
when the bus service is running. Data about methods of transport for
customers is shown at Appendix A.

IMPACT OF CHANGES

Many customers have continued to experience the same service
provision as before only over two days rather than five. Customers are
accessing HDC services during those two days resulting in a more
efficient use of resources.

Before the changes, a high number of customers used our Customer
Service Centres to use the Public Access PC’s and they can continue
to do so five days a week through the Libraries. This is the main
reason for the drop in numbers shown at Appendix B, and
demonstrates that users of the service were not necessarily accessing
advice for HDC services.

We have continued to offer the same partner sessions at each location.

We did see a slight increase in the number of complaints received
especially during the early months due to wasted journeys as customer
were getting used to new opening hours and the unexpected closures
following the staffing problems. The number of complaints decreased
as the months passed by and customers got used to the new service
provision and alternative ways to access services.

The new member of staff recruited for Ramsey & Yaxley arrived in
February 2012, but did not begin to staff the satellite offices until April
as she was in training. We expect customer numbers to increase now
that we have regular opening times.

CONCLUSION

Budget savings have been made as predicted, but service has been
disrupted due to unforeseen circumstances. Despite the decline in
numbers of customers using the service, few complaints have been
received as customers adapt to alternate methods of accessing the
Council’s services.



5. RECOMMENDATIONS

5.1 The customer service centres at Ramsey & Yaxley continue to operate
for two days per week at each location.

5.2 The Head of Customer Service can report on any further impacts as
part of the usual six monthly report to Overview & Scrutiny.

BACKGROUND INFORMATION

Previous Overview and Scrutiny (economic Well Being) reports
Budget savings reports to Cabinet, February 2011.

Contact Julia Barber, Head of Customer Services
Officer:
@ 01480 388105
Julia.Barber@huntingdonshire.gov.uk



Appendix A

Method of Transport used by customers to visit offices (21st -25th May

2012)

Method of Transport Ramse | St Huntingd

May 2011 y Neots | Yaxley | on Total
Bus 6 26 32
Car 1 88 15 97 201
Cycle 6 6
Motorcycle 1 1
Mobility Scooter 2 2
Walk 15 89 21 78 203
Other 4 4
Taxi 1 1
Train 1 1
Grand Total 16 192 37 206 451




Volumes of work handled at the Yaxley Customer Service Centre

Visitors per year | Visitors per

Yaxley 2010 year 2011/12 Comments

Housing Benefit 1260 645 | Excludes HB staff sessions

Housing 1223 303 | Excludes Housing staff sessions
Payments 459 209

Public Use PC 2289 494 | Customers now using library

Transport related 709 161 | Concessionary fares transferred to County
Partner Session 1935 347

Council Tax 385 63

Street scene (fly
tipping, missed bins,

new bin requests, etc) 846 64 | Most people will have used the call centre
Planning 608 9

Employment (support

with looking for work) 200 41

Leisure (centres and

local activities) 72 2

Tourism 184 41

Other 813 176 | Includes older & younger person enquiries

Total 10983 2555




Transactions

Yaxley transactions

2500 -
2,000 -
1,500 -
1,000 -
500 -
0
Jan Feb Mar | Apr | May | Jun Jul Aug | Sep Oct Nov | Dec
2008 | 845 | 898 |1,022|1,000| 751 | 698 | 994 | 964 | 937 |1,005| 941 | 633
—2009 | 631 | 641 | 643 | 686 | 806 | 721 | 889 | 903 | 936 | 756 | 511 | 622
—2010| 1,961 | 831 | 769 | 850 | 728 | 921 |1,162| 735 | 1,036 | 857 | 705 | 562
2011 | 996 | 839 | 668 | 852 | 763 | 979 | 403 | 334 | 204 | 271 | 225 | 134
—2012| 159 | 194 | 145 | 201 | 285
Days
Open | Jan | Feb | Mar | Apr | May | Jun | Jul | Aug | Sep | Oct | Nov | Dec
2011 Open all working week 9 9 5 6 4 3
2012 3| 4| 4| 5] 9|




Volumes of work handled at the Ramsey Customer Service Centre

Visitors per year | Visitors per
Ramsey 2010 year 2011/12 Comments
Housing Benefit 864 601 | Excludes HB staff sessons
Housing 851 369 | Excludes Housing staff sessions
Payments 211 133
Public Use PC 2643 264 | Customers now use library
Transport related 1294 198 | Concessionary fares moved to County.
Partner Session 1829 329
Council Tax 115 70
Street scene (fly
tipping, missed bins,
new bin requests, etc) 221 45 | Most people will have used the call centre
Planning 57 11
Employment (support
with looking for work) 521 107
Leisure (centres and
local activities) 102 20
Tourism 470 35
Other 806 256 | Includes older & younger person enquiries
Total 9984 2438




Ramsey transactions
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Jan | Feb Mar | Apr | May | Jun Jul Aug | Sep Oct Nov | Dec
2008 | 894 | 901 | 943 | 1,090 | 886 | 946 | 989 |1,052|1,129 | 965 | 870 | 705
—2009| 934 | 782 | 879 | 1,074 | 786 | 1,315 | 1,512 (1,152 | 1,416 | 1244 | 847 | 746
—2010| 936 | 1,119 | 863 | 742 | 690 | 838 | 716 | 697 | 1,030 | 760 | 728 | 509
2011 | 907 | 822 | 892 | 743 | 754 | 939 | 546 | 496 | 298 | 240 | 169 | 72
—2012| 131 | 91 90 | 100 | 205
Days
Open Jan | Feb | Mar | Apr | May | Jun | Jul | Aug | Sep | Oct | Nov | Dec
2011 Open all working week 9| 10 7 6 5 3
2012 4| 3| 4| 6| 10]




