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We recently conducted a survey within the Torquay Connections office asking the customers 5 questions relating to the service they were provided with on the day. We ran this survey over a period of six days with 10 being completed each day. In order to get the most accurate answers customer service advisors approached customers just before leaving the office to ask them how they found the service. Using these results I collated the answers and put them into a series of tables to clearly show the responses received.
How did you find the service you received today?

	How did you find the service you received today?

	Very Good
	28

	Good
	24

	Satisfactory
	7

	Poor 
	1

	Very Poor
	0
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The results from this first question were very positive and clearly show the quality of service that the customer service advisors are giving. Over half of the people who completed the survey said that the service was either good or very good with only 1 out of 60 people saying that the service was poor.
Do you feel the advisors are doing a good job?
	Do you feel the advisors are doing a good job?

	Yes
	60

	No
	0
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The results we received from asking this question speaks for itself, it is an amazing achievement for everyone that completed the survey to agree that the advisors are doing a good job. Although customers may sometimes be unhappy with the overall service received, this shows that they are not necessarily upset with the service provided by the advisors but there could be other factors that need to be addressed, hopefully these will become clearer with later answers.
What is it you find important about what we do in Connections?
	What is it you find important about what we do in connections?

	Provide a face to face service
	7

	Ability to answer queries accurately and quickly 
	32

	Always helpful and polite
	19

	No answer
	2
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The majority of responses stated that they liked our ability to answer queries accurately and quickly. As a front facing team we need to ensure that we help the customer to the best of our ability whilst giving the correct information and not keeping them waiting for long periods of time. The fact that our customers liked our ability to do this shows we are doing the effectively and that it is noticed by our customers. Another response was that they liked that we are always helpful and polite.
Did you understand the response you received and what will happen next?

	Did you understand the response you received and what will happen next?

	Yes
	59

	No
	1
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The results shown here are very positive showing that only one person out of the 60 people questioned did not understand the information we had given them, if the customers go away feeling that we have explained what they need to and what will happen next then it will prevent double handling which can have a detrimental effect on the service that we provide and also the other departments that we work with.

	How would you improve the service you were provided with?

	Longer opening times 
	2

	Explain Information clearly 
	3

	More staff / shorter waiting times
	16

	Office improvements (air con, refreshments, queuing system)
	17

	Would not change anything
	21

	No answer
	1


How would you improve the service you were provided with?

One of the best outcomes that you can hope for is that the customer would not change anything. This was the majority answer with 21 people stating this. Now although we will continue to make changes to ensure that the service we provide is of the highest quality it is comforting to know that we can only improve on what these customer believe to be a great service. Another of the issues raised were the waiting times, 16 people believe we need more staff in order to reduce these. With the services growing popularity and the additional service provisions we are taking on this is a certain change for the future. 17 of the people asked stated they would like improvements to the office and its environment; these comments included better air conditioning, a refreshments machine, better queuing system and a area for children. The children’s area has already been implemented before the end of this service and is proving popular with parents visiting with children; the queuing system is also currently being looked into so hopefully the customers will be seeing these changes in the near future. 
Results obtained using a sample size of 60
RESULTS IN PERCENTAGES SHOWN OVERLEAF…

