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A few weeks back we completed the first of two surveys relating to the service provided through the contact centre. The previous results were very positive and using the information gained from this survey I will be able to make a comparison which will hopefully highlight any other issues that our customers have and suggest ways in which to improve them.
Did you feel your call was answered within a reasonable frame of time?

	Did you feel your call was answered within a reasonable frame of time?

	Answered quick
	7

	within a satisfactory time
	2

	took too long
	11
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The rise in calls taking too long to answer was not an unexpected one. Council tax issued this week a larger number of final notices and summons for non payment. These are all sent out at the same time which can have a detrimental effect on the service the customer receives due to the high volume of calls from people trying to resolve any issues with their accounts. The amount of people who believe we took to long to answer nearly doubled from its previous amount of 6 people to 11. We have also had advisers still training and many on annual leave, you add all these factors to the influx in calls and it is easy to see why this response was received.
There are a few ways in which we could resolve this, we could spread out the sending of reminders so that the calls do not all flow in at the same time. Scheduling of training & mailing of reminders needs better co-ordination. Training is vital for efficiency but the level of service must be maintained. With the results that we have obtained I’m sure that we will be able to find a viable solution to make sure that the service does not suffer whilst effectively advising the customer of any problems with their accounts. 
Was the salutation (greeting) polite, friendly and clear?
	Was the salutation (greeting) polite, friendly and clear?

	Yes
	20

	No
	0
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Twenty out of twenty people asked thought that the salutation was polite friendly and clear which is an improvement on the previous outcome of 19 out of 20. Last time however the only reason one person did not agree it was polite, friendly and clear was because we asked for their surname which is a necessity in order to record information to keep a record of it, it is therefore unsurprising that we got 100% yes this time. The salutations are recorded and listened to before going live to ensure that they are of a high standard. 
How did you feel the advisor dealt with your enquiry, were treated fairly?

	How did you feel the advisor dealt with your enquiry, were you treated fairly?

	Dealt with well and treated fairly
	18

	Dealt with okay but treated fairly
	2

	Dealt with poorly and treated unfairly
	0
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A slight dip from the previous results here, on the last survey 19 people responded by advising they were treated well, this time it is down to 18 people or 90% of answers obtained. 
Do you feel the advice given was appropriate to your needs?
	Do you feel the advice given was appropriate to your needs?

	Yes
	20

	No
	0
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No Problems highlighted this time which is good news, previously one person had commented how we were unable to put her in touch with planning as their line was engaged, although it could not of been helped that another dept was busy we could of tried to help them to the best of our ability with the enquiry to ensure that they went away believing the advise was sufficient and the help was there if she had needed it.
Did you understand the response given and know what will happen next?
	Did you understand the response given and know what will happen next?

	Yes
	20

	No
	0
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There has been no change to the response received for this question since the last survey we carried out a few weeks back, this shows that the customer are understanding the answers our CSA’s are giving and are avoiding overloading the customer with unnecessary corporate jargon. By keeping the information we provide clear and understandable we are ensuring that the customer will go away knowing exactly what will happen or what they need to do next preventing double handling and ensuring timeliness. Two separate results of 100% is a very good achievement
How would you improve the service we provide?
	How would you improve the service we provide?

	No change
	11

	Answer the phones quicker
	8

	Extended hours so can contact after work
	1



As was the case on the previous survey the main answer with 55% this time, compared to 65% last time was the fact they have no changes they would make to the service. Through all the surveys that have been completed this is always the most popular answer which shows customer are happy with the service provided and do not have any major issues with it. However this survey has turned up another response which was that we need to answer the phones quicker.  40% of the people asked believed this needs to be addressed whereas last time we had received a different response advising we need more staff, even that answer was only given by 20% of the people asked.
The difference this time is they have not given a solution to answering calls quicker by hiring more staff, but have given a response that we can work on with a number of solutions. As stated above this could be by ensuring training does not impact on the dates in which we send out reminders for council tax or at least ensuring that more staff are readily available to cover the influx that we expect. We now have solid evidence of what our customers feels, and we will use it to come to a solution.

We will carry out another Call centre survey once we have implemented these changes to ensure there is a positive outcome on our service.

Results obtained using a sample size of 20
