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We recently conducted a telephone survey asking the customers 7 questions relating to the service they were provided with over the phone. These were completed to tie in with the surveys we had completed in connections to show the service we provide and highlight any improvements that need to be made. We have had 20 completed and will do a further 20 in the near future in order to get a comparative result. 
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
	9

	within a satisfactory time
	5

	took too long
	6
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Considering the current staffing levels due to training and people on leave this is a surprisingly good result, nearly half of the customers who were asked advised that the phones were answered quickly, this equates to 45%. The down side was that 30% of people we asked said that they had to wait too long, there are many ways in which to improve this, one of which being the fact that we are taking on 6 new members of staff and also once all the necessary training is completed and holidays taken the levels of staff will be back up and we can work on answering a higher percentage of calls quickly.
Was the salutation (greeting) polite, friendly and clear?
	Was the salutation (greeting) polite, friendly and clear?

	Yes
	19

	No
	1
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The call salutations that we use are pre-recorded so that we do not have to keep saying the same line over and over and we can make sure that it always sounds polite friendly and clear. This shows that it is working as all but one person was happy with the way in which the call is answered. The reason I have taken one of the answers as no was not even because they thought it was not polite, friendly and clear, the reason they were not happy was the fact that the salutation also requested for their surname. The customer stated that this made him feel less individual, however for the purpose of effectively logging the call and it is important that we try and ascertain this piece of information.
How did you feel the advisor dealt with your enquiry, were you treated fairly?

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

	Dealt with well and treated fairly
	19

	Dealt with okay but treated fairly
	1

	Dealt with poorly and treated unfairly
	0
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It is good to see that nobody though they had been treated unfairly, it would not be a good representation of the service we provide if they had. As a council we need to make sure that all people that use our services are treated the same and no poor treatment given to anybody regardless of age, gender, race, or even personal circumstances. 95% of people asked were treated well and only one person stated the service was only satisfactory. If we are to be awarded the customer service excellence award we need to ensure these levels are maintained.
Do you feel the advice given was appropriate to your needs?

	Do you feel the advice given was appropriate to your needs?

	Yes
	19

	No
	1
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Another good result here showing that the customers feel the advice that the advisors are given is appropriate to their need, if the customers feel that when they ring we are going to give them the correct advise it means they appreciate the job we are providing and they have confidence in the ability of our advisors. The one person that did not have her needs met was somebody that wanted to be put through to planning and unfortunately the number was busy so we were unable to help with the request at that time.
Did you understand the response given and know what will happen next?
	Did you understand the response you were given and know what will happen next?

	Yes
	20

	No
	0
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All customers that undertook the survey stated that they understood the response given and what will happen next, this shows that the advisors that received the calls have listened to the customers needs and fed back the correct information that is going to be understandable to the customer. By making sure that the customer has understood we are preventing double handling as they are not going to need to call again to be given information again due to them not understanding the first time around. This promotes better customer service and makes it a better experience for the customer as a whole.
How would you help improve the service we provide?

	How would you improve the service we provide?

	More staff
	4

	Better queuing system
	1

	Contact number for landlords
	1

	Clearer Letters
	1

	No change
	13



We asked each customer how they would improve the service that we provide and 65% of those people came back with the response that they do not feel the service needs changing. 20% of people would suggest that we had more staff impacting from the fact that 30% of people who were asked if the call was answered within a reasonable frame of time stated that the call took too long.
Now that the results have been compiled a further 20 people will be surveyed during the following week to make a comparison, this will enable us to work on possible solutions to help improve the service we provide.
Results obtained using a sample size of 20

