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We recently rolled out a questionnaire asking customers that came into Torquay, Paignton and Brixham to answer 8 questions based on the opening times that we currently operate and the services that are used. Over the next few pages I have listed all the results obtained from this questionnaire.
	
	Torquay Connections
	Paignton/ Brixham Connections

	Monday
	8:30 – 17.30
	09.00 – 16.15

	Tuesday
	8:30 – 17.30
	09.00 – 16.15

	Wednesday
	9:30 – 17.30
	09.30 – 16.15

	Thursday
	8:30 – 17.30
	09.00 – 16.15

	Friday
	8:30 – 17.30
	09.00 – 16.15

	Saturday (call centre)
	8:30 – 12.00
	


Are you happy with the current opening times?
	Are you happy with the current opening times?

	YES
	705

	NO
	55
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The results show that 93% of the 760 people asked are happy with the opening times; although this shows that the majority of our customers are happy the minorities have raised many valid alternatives to our opening times which were given in the next question.
If you’re not happy with opening times what would you prefer?
	What times would you prefer for us to open?

	No opinion
	701

	Outer office - earlier opening time
	5

	Outer office - later opening times
	23

	Weekend opening for connections
	10

	One Later opening time in connections per week
	18

	all offices - earlier opening times
	3

	Longer weekend opening hours
	5
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Many people who answered this question had multiple suggestions which I have included in the answers; the response gives a clear view that many of our customers would appreciate it if the outer offices in Paignton and Brixham operated the same times as Torquay connections. Another popular request was for us to operate once a week a later opening time within the connections office to enable the customer to get into the office after their regular working hours, this would enable them to get documents we need scanned and additional information given.

Which services do you use when contacting us?

	Of the people that answered, which services do you use?

	Housing Benefits
	213

	Council Tax
	97

	Housing Services
	45

	Payments
	23

	Other
	78
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From the replies to the question that we received a massive 47% advised us that they use our offices for Benefits. Although this is one of the main services we do supply there was a 17% return on other services. These included the following answers:
· Parking

· Planning

· Deckchair passes

· Pensions

Surprisingly low was the answer of ‘Council tax’ which only came in at 21%, I believed that this would be much more in line with the benefits enquiries result.

Do you use the Saturday telephone service?
	Do you use the telephone service on a Saturday?

	YES
	90

	NO
	670
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Currently as you can see from the results out of the 760 people who answered the questionnaire 670 of these did not currently use the service we provided. This appears to be due to a lack of promotion for the Saturday opening. We have had posters and flyers created for this purpose but maybe they were not catching to the eye or placed in the best of location. As you will see from the next response the figures shown above dramatically changed when asked the following:
Now you are aware of our Saturday service, will you use it to contact us?

	Now you are aware of our Saturday service, will you use it to contact us?

	YES
	573

	NO
	187


[image: image6.emf]Would you use a late night if offered once a week?

55%

45%

YES

NO


Due to all the customers completing this survey now being aware that we have a phone service operating on Saturdays from 8.30 till 12.00, the amount of people that will now use the service has increased from 12% to an astonishing 75%. Any member of staff that works on a Saturday will tell you that although it is still a much quieter day than a weekday shift; the amount of users of the service has certainly increased. If we continue to push the service and publicize in the correct locations it will soon become an essential service to provide.

Would you use a late night service if offered once a week? 
	Would you use a late night service if offered once a week?

	YES
	417

	NO
	343
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(298 people did not have an opinion)
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During the forum that we held on the 4th of March, another idea that was brought up was that we could operate a late night service once a week  in order to allow people who could be working a 9-5 job or other commitments to contact us to have any queries or issues resolved. The response to this was very close with people advising that they would use it outnumbering those that would not by just 10%. This idea is clearly not as popular as the Saturday service and for that reason probably no the best idea to run with. Resources could be better used for the Saturday shift.
How do you prefer to contact us, in person or by telephone?
	How do you prefer to contact us, in person or by telephone?

	In person
	22

	By telephone
	127

	Both
	113

	No opinion
	298
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(626 people had no further comments)
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Not surprisingly, almost half of the customers who completed the survey advised that they prefer a face to face service, this service not only allows them to speak directly with an advisor but also to give all relevant documentation into us, meaning they do not need to make additional trips after the initial contact, only 24% preferred contacting us by telephone and the majority of these were people who mainly used the service for payments and general enquiries.

Any other comments?

	Any other comments - Based on responses

	Very good Service
	40

	Good service
	47

	Poor service
	3

	Long waiting times
	18

	short waiting times
	2

	Bad staffing levels
	5

	No response
	626



The final question we asked the customer was if they had any other comments to make regarding the service we provide. This was an opportunity for them to make suggestions on how we could better our service or comment on the current service that we provide. Unfortunately 626 of the 760 people that completed a survey did not comment any further which is disappointing as we do not have a true picture of what the customer wants, however of the responses that we did receive it is clear to see that the majority of them believe that we are giving a good service and many think that we are giving an excellent service. Expectantly many raised the issue of waiting times and staffing levels, both of these are issues we are constantly trying to address and improvements are a certainty.
Results obtained using a sample size of 760
