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Corporate Services Scrutiny 
Committee 

Report of: Emma Woodcock 
Acting Customer Services Manager 

Date: Thursday 4Th September 
Open Report 

Customer Services Review 

1. Summary 

1.1 To provide the committee with an update of the Wyre Forest Customer 
Service Centre since opening in November 2006.  The results of Customer 
Satisfaction Surveys carried out in June/July 2008 and the Mystery 
Shoppers report carried out in April/May 2008. 

2. Background 

2.1   The Worcestershire Hub was introduced in 2002 as a countywide 
programme of work to improve access to services for the people of 
Worcestershire.  The partnership has made significant progress to; 
improve access to services, improve the customer experience and provide 
single points of contact for a wide range of services. 

2.2    In November 2006, the Wyre Forest Customer Service Centre was 
opened to the public and all existing District Council reception areas in 
Kidderminster were closed.   

2.3    The Wyre Forest Customer Service Centre consists of a reception area for 
basic customer enquiries, a face to face area where more complex 
services are provided, and a telephony area for all incoming customer 
calls.  Two cash desks are available for customers to make payments and 
the Centre also has two meeting rooms and two private interview rooms 
available.  The same services are provided from the Civic Centre in 
Stourport. 

2.4  Wyre Forest District Council has made significant achievements and the 
following summarises some of the achievements to date…. 

 Access 

·  A single point of contact dealing with contacts in person 
·  A single point of contact dealing with contacts by telephone 
·  The Centre deals with both District and County enquiries (and those of other 

organisations as appropriate). 
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·  Worcestershire Hub Online – allowing customers to search across the 
relevant council sites for their area of interest. 

 

 Resources 

·  Staffing costs and other running costs are shared between County Council 
and Wyre Forest District Council.  County Council contribute 50% of the 
management costs and provide funding for 6 Full Time Equivalent (FTE) 
Customer Service Advisors (CSA’s).  Although this is currently under 
review. 

 
Technology 

·  A countywide customer relationship management (CRM) solution called 
eShop is operational in many service areas across the District Council.   

·  A single telephony solution is operational in Kidderminster, Stourport and 
Bewdley.  This solution is operational throughout the partnership and 
allows “virtual” calls to be received from various County Council services 
such as Highways and Waste Management. 

 
Information 

·  Management information is available to support performance management 
and drive improvements in service provision. 

·  Since opening, the centre has served over 219,000 customers in person 
and received over 193,000 contacts by telephone. 

·  In the April / May 2008 Mystery Shopper report, the centre came 1st out of 
the 37 councils who took part. 

3. Key Issues 

3.1 Bewdley cash office re-opened its doors after its face lift on 25th March 
2008.  The centre was re-designed to enable customer to gain access to 
all Hub services.   

3.2 Past statistics have shown that customer numbers at Bewdley are minimal.  
Numbers can increase at the beginning/end of a month when Council tax 
becomes due.  Visitor numbers are monitored daily to adjust to customer 
demand.  Assess to the telephony system and the CRM system enables 
CSA’s to carry out other duties between visiting customers. 

3.3 The Centre has taken on additional services since it opened to include 
virtual Registration calls, Student finance and Vulnerable peoples 
payments.  It is currently under review whether the County Councils 
intention to migrate more services into each centre. 

3.4 The County Council are currently reviewing a central telephony centre for 
all Worcestershire Hub calls.  First to migrate would be the County Council 
calls.   We are able to share resources from the telephones and face to 
face area to manage customer demand.  Keeping our waiting times low 
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and our service level high.  A central telephony centre would effect this 
flexibility and reduce customer satisfaction. 

 

3.5  The CSA’s have settled into their roles.  With the wide array of services 
they are dealing with, on-going refresher training is regularly rolled out with 
a view to covering all service areas.  

 

3.6 The CSA’s role is to always try to deal with customer service requests at 
the first point of contact.  However, there is a need to drive down service 
failure, where back office support is not available due to issues such as 
different operating hours to the Centre. 

  

3.7 The Centre has performance targets it aims to achieve and the year to 
date results are summarised in Appendix A. 

 
3.8 A Mystery Shoppers report was carried out in April and May 2008 and the 

results can be found in Appendix B. 
 

3.9 A satisfaction survey was carried out in June and July 2008 and the results 
can be found in Appendix C/D/E . 

 

4. Financial Implications 

4.1 The County Council are looking to reduce funding by an initial £47,000.   

4.2 Any forthcoming vacant posts will not be filed until the full implications of 
this reduced funding have been realised.  This will have an effect on the 
centres performance. 

5. Consultation 

5.1 With the uncertain changes lead by County Council, it is difficult to fully 
predict the full impact it will have of our customers and the service we 
deliver. 

5.2 Regular reviews of how the Centre works with each main service area is 
ongoing.  The overall aim is to make improvements wherever possible and 
drive down service failure. 

5.3 Coaching of CSA’s will form a large part of their ongoing development; this 
will allow each CSA to achieve the high standards that are expected of 
them. 

5.4 The Hub strives to provide the customer with a first class service.  The 
CSA’s have had to take on a tremendous amount of knowledge and have 
experienced a huge learning curve.  Whilst there is room for improvement, 
the benefits of all the hard work is now showing in improved performance 
figures. 



Agenda Item No 6 

18 

 

6. Background Papers 

 Worcestershire Hub Summary Reports 

7. Consultees 

 CMT 

8. Appendices 

  A  Year to Date Performance Results  

 B Mystery Shopper Report  

C Customer Satisfaction Survey  

 D Opening Hours/Surveys Results 

 E Customer Satisfaction Survey Results 

 

 

Officer Contact Details: 

Emma Woodcock 
Acting Customer Service Manager 
01562 732946 
emma.woodcock@wyreforestdc.gov.uk 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

mailto:emma.woodcock@wyreforestdc.gov.uk
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APPENDIX A 
 

YEAR TO DATE PERFORMANCE RESULTS – WYRE FOREST 
CUSTOMER SERVICE CENTRE 

 
 

 

Face to 
Face 

Enquiries 
(Excludes 

SOS & 
Bewdley) 

Cash 
Transactions 

(includes 
SOS & 

Bewdley) 

Incoming 
Calls 

% Calls 
Abandoned  

(Target 
<10%) 

Average 
Speed of 
Answer 
(Target 

<20 Secs) 

2007        August 9329 11819 10200 8% 23 
September  1887 8167 9106 5% 16 

October  1876 9465 10027 Unavailable 15 
November  2740 9180 8638 6% 9 
December  2152 7555 5901 5% 10 

2008       January  3815 7676 9747 7% 12 
February  4705 2403 8309 6% 9 

March  4697 4697 9114 8% 14 
April  5617 1562 10011 5% 10 
May 4332 1381 8426 7% 6 

June  4216 1227 8571 6% 7 
July  4408 9415 11254 9% 8 

 
Our call performance has improved since our opening in November 2006.  A 
number of factors can affect this - The centre is now fully resources, the team are 
fully trained and able to cope with day to day service levels.  We are able to share 
resources between the telephones and face to face to cover customer demand. 
 
All callers phoning the centre are given the option to hold or when the system 
recognises that all CSA’s are busy on calls and there is a queue waiting, the 
caller is given an option to leave a message.  Previously it has been noted that 
our customers show an intolerance of wishing to hold to speak to a CSA. 
 
 
Performance Indicator June 2008 Target 
 
% enquiries resolved at the first point of contact 

 
98% 

 
85% 

 
% visitors served within 15 minutes 

 
91.7% 

 
85% 

 
% phone calls answered within 20 seconds 

 
86% 

 
85% 
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SUMMARY OF TELEPHONE CALLS TO HUB CENTRES 
 

June 08 Bromsgrove County Malvern Redditch Worceste r 
Wyre 

Forest 

Calls 
Answered 

9627 7399 9671 4188 8565 7764 

Average 
Speed of 
Answer 

26 14 31 55 12 7 

% 
Answered 
within 20 
seconds 

68% 79% 58% 52% 79% 86% 

 
Percentage of calls answered within 20 seconds – Target 85% 
Note – Wychavon District Council are not included as they have a different 
telephony system. 
 

SUMMARY OF PERSONAL VISITS MADE TO HUB CENTRES 
 

June 08 Bromsgrove Malvern Redditch Worcester  Wychavon  
Wyre 

Forest 

Personal 
visits 2415 1751 10687 6451 6957 4216 

Cash 
payments 

2507 2926 16085 6712 12023 9361 

Telephone 
Payments 

611 910 840 1983 1364 1227 

Internet 
Payments 

316 420 1513 302 1168 346 

TOTAL 
Customers 

Face to 
Face 

5849 6007 29125 15448 21512 15150 

 

Note – Worcestershire County Council are not included as they do not have any 
Centres dealing with personal visits.  
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APPENDIX B 

MYSTERY SHOPPER REPORT 

1.0 Background 

In April and May 2008, a company called Mystery Shoppers Ltd undertook an 
exercise that compared the performance of Wyre Forest District Council with 37 
other Local Authorities. 

2.0 Objective 

The objective of the programme was to measure and monitor the quality of 
service across all channels of communication open to members of the public.  At 
Wyre Forest District Council, it was decided to measure performance in three 
separate areas as follows:- 

Telephone Response 

Email Response 

Website (separate report available upon request) 

This report will focus on the results and methodology surrounding the telephone 
and email responses. 

3.0 Methodology  

As with all league tables, the data does need to be treated with caution and 
should not be taken as absolute.  Mystery Shopping is as much art as science as 
the raw data can be deceptive without interpretation.  This exercise when carried 
out totally objectively can therefore sometimes be misleading. 

Subjective measures are at least as important as objective measures as this is 
how customers judge the service they receive.  A call where the answer takes a 
long time and involves several long consultations with the CSA’s colleagues to 
check the accuracy but is friendly, courteous and trying to help may be judged 
better than one which gives the right answer quickly but is felt to be abrupt and 
discourteous. 

A full greeting (e.g Good morning, Worcestershire Hub, how can I help you?) may 
score well as an objective measure but needs to be evaluated subjectively too as 
the greeting can easily be delivered in a bored manner. 

For those new to mystery shopping, it is easy to try and look for reasons why the 
scores are invalid if the organisation does not receive the scores it would like. 

4.0 Continuous Improvement 

The reason it was decided to take part in this survey was mainly as a way to seek 
improvement in the way the services are delivered to the customers of Wyre 
Forest District Council.   
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Any areas that clearly need improvement will be addressed as part of ongoing 
coaching and development which will be introduced to all CSA’s.  It is expected 
that in time, significant improvement can be achieved. 

5.0 Telephone Response Survey  

5.1 Overview  

A set of 18 common telephone enquiries were used to test the response of each 
Council as follows:- 

   

Service Calls 
Benefits 3 

Revenues 3 

Environment 3 

Housing 3 

Planning 3 

General Enquiries 3 

Total 
18 

 

All phone calls were made during April and May 2008. 

5.2 Scoring 

The guiding principle behind the scoring was based on whatever the mystery 
shoppers encountered was what the average resident would meet and would be 
judged accordingly – whether there was an efficient and satisfactory outcome and 
not by what system was in place.   

The view was taken that the customer is not concerned whether or not their call is 
answered by switchboard, a call centre or how many times it was transferred.  As 
long as the outcome was to get through quickly and to have the query answered 
fully in an efficient manner in the same call. 

The form used to score each call can be found on Appendix 1. 
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6.0 Overall comparison scores 

 
Type 

 

No of 
Calls Authority 

Weighted 
Average 

June 2008 

Weighted Rank 
(out of 37) 

Weighted Group 
June 2008 

DC 18  Basildon  81% 31 87% 

DC 18  Bassetlaw  89% 14 87% 

DC 18 Barnsley 86% 23 87% 

DC 18 Bridgenorth 85% 25 87% 

DC 18  Chorley 95% 2 87% 

DC 18 Elmbridge 87% 21 87% 

US 26 East Lothian 79% 34 87% 

DC 18 Great Yarmouth 80% 32 87% 

DC 18 Harborough 88% 20 87% 

DC 18 Hart 87% 22 87% 

US 18 Highland 90% 13 87% 

DC 18 Mid Beds 90% 10 87% 

DC 18 Melton 89% 15 87% 

DC 18 Moray 84% 27 87% 

DC 18 North Cornwall 94% 3 87% 

DC 18 New Forest 91% 9 87% 

CC 18 Norfolk 92% 5 87% 

DC 18 North Shropshire 83% 28 87% 

DC 18 Nuneaton & Bedworth 78% 35 87% 

DC 18 Oswestry 89% 17 87% 

US 18 Perth & Kinross 90% 12 87% 

DC 18 Redditch 81% 30 87% 

DC 18 Reigate & Banstead 93% 4 87% 

DC 18 South Bucks 81% 29 87% 

DC 18 Shrewsbury & Atcham 91% 8 87% 

CC 18 Shropshire County 90% 11 87% 

DC 18 South Norfolk 85% 26 87% 

DC 18 South Oxfordshire 89% 16 87% 

DC 18 Spelthorne 88% 19 87% 

DC 18 South Shropshire 92% 6 87% 

DC 18 Wakefield 78% 36 87% 

CC 18 Warwickshire County 80% 33 87% 

DC 18 Wyre Forest 97% 1 87% 

DC 18 West Lindsey 77% 37 87% 

DC 18 West Oxfordshire 86% 24 87% 

CC 18 Worcestershire County 91% 7 87% 

DC 18 Wychavon 89% 18 87% 

 687 Grand Total   37 
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6.1 Factors to consider 

It was requested that all mystery shoppers should call Customer Services on 
01562 732928 and the scores were based on the callers expectation for the CSA 
answering to “own the call”.  The following page shows each criteria that the calls 
were scored against. 

It is pleasing to note that the overall ranking for Wyre Forest District Council was 
1st out of 37, and the overall score was 9% higher than the Group average.  This 
compares very well with a previous rank of 3 out of 27 in 2007. 

There were many areas that were scored higher than the Group average.  The 
report also highlights areas for improvement and these have been broken down 
on page 8. 

The exercise also resulted in call recordings of all 18 calls made and these made 
interesting listening!  The CSA’s were unaware these recordings were being 
made and they will also form part of the coaching sessions. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Agenda Item No 6 

25 

7.0 Phone Results  

A total of 18 calls were made. The following table shows the results for all 
enquiries compared with the results for the whole Group:  

 

Call measure scores (question order)  
Group 

Average  

Wyre 
Forest 
District 
Council  

Difference  

WFDC 
Nov 2007 
Scores for 

comparison 
  Aborted Calls  0.12  0 -0.12 0.06  
  Aborted Call Score  92%  100% 8% 96%  
B1  Seconds to Answer  7.7 1.9 -5.80 1.61  
B1  Seconds to Answer Score   85% 99% 14% 99%  
B2  Greeting (professional/not rushed etc) 94% 100% 4% 100%  
B3  Salutation (Good morning/afternoon) 85% 100% 15% 89%  
B4  Council Name Given 55% 100% 45% 78%  
B5  Dept Name  84% 100% 16% 100%  
B6  Request Callers Name (non scoring)  10% 11% 1% 17%  
B7  Request Address (non scoring)  9% 17% 8% 11%  
B8  Need Address (non scoring)  23% 0% -23% 50%  
B9  Insist Address (non scoring)  26% NA -26% 0%  
C1  Nature Of Query  98% 100% 2% 100%  
C2  Own Problem  97% 100% 3% 100%  
C3  Courteous  99% 94% -5% 100%  
C4  Helpful  97% 100% 3% 100%  
C5  Transferred  84% 94% 6% 100%  
C5  Number of Calls Transferred  3% 1% -2% 0  
C6  Told Where Being Transferred To 75% 100% 25% N/A 
C7  Was Person Who Call Was Transferred to 

Briefed 31% 100% 69% N/A 

C8  Was Transfer Helpful  93% 100% 7% N/A 
C9  Advisor Name Given (non scoring)  40% 6% -34% 6%  
C10  Was Enquiry Fully Answered  88% 97% 9% 86%  
C11  Listening Skills Used 97% 100% 3% 100%  
C12  Use of Name Appropriate (non scoring)  7% 6% -1% 17%  
C13  Did CSA Use Name (non scoring)  4% 6% 2% 17%  
C14  Rapport Building 78% 78% 0% 100%  
C15  Clear and Jargon Free 99% 100% 1% 100%  
C16  Further Help Offered 38% 40% 2% 33%  
C17  Was Call Professionally Handled  97% 100% 3% 100%  
C18  Referred to Website (non scoring)  12% 17% 5% 17%  
C19  Post Info offered (non scoring)  10% 11% 1% 17%  
C20  Email Info offered (non scoring)  0% 0% 0% 0%  
C21  Ended the call politely  100% 100% 0% 100%  
C22  Rate Enquiry Overall 80% 89% 9% 94%  
  Weighted Average Overall  87% 96% 9% 94% 

 
(Note that in this and other tables the difference is calculated on percentages 
expressed to several decimal points but only displayed as whole numbers, hence 
any apparent discrepancies). 
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8.0 Key scores 

8.1 High scores  

The following table shows key areas where the scores were higher than the 
Group average. 
 

 
Call measure scores 

(descending score order)  
Group 

Average  

Wyre 
Forest 
District 
Council  

Difference  

  Aborted Call Score  92%  100% 8% 
B1  Seconds to Answer Score   85% 99% 14% 
B2  Greeting 94% 100% 4% 
B3  Salutation 85% 100% 15% 
B4  Council Name Given 55% 100% 45% 
B5  Dept Name  84% 100% 16% 
B6  Request Callers Name  10% 11% 1% 
B7  Request Address   9% 17% 8% 
C1  Nature Of Query  98% 100% 2% 
C2  Own Problem  97% 100% 3% 
C4  Helpful  97% 100% 3% 
C5  Transferred  84% 94% 6% 
C6  Told Where Being Transferred To 75% 100% 25% 
C7  Was Person Who Call Was     

Transferred to Briefed 31% 100% 69% 

C8  Was Transfer Helpful  93% 100% 7% 
C10  Was Enquiry Fully Answered  88% 97% 9% 
C11  Listening Skills Used 97% 100% 3% 
C13  Did CSA Use Name  4% 6% 2% 
C14  Rapport Building 78% 78% 0% 
C15  Clear and Jargon Free 99% 100% 1% 
C16  Further Help Offered 38% 40% 2% 
C17  Was Call Professionally Handled  97% 100% 3% 
C18  Referred to Website  12% 17% 5% 
C19  Post Info offered 10% 11% 1% 
C20  Email Info offered 0% 0% 0% 
C21  Ended the call politely  100% 100% 0% 
C22  Rate Enquiry Overall 80% 89% 9% 

 
In November 2007 survey, Wyre Forest only scored higher than average on 14 
counts. 
 
 
 
 
 
 
 
 
 
 
 



Agenda Item No 6 

27 

8.2 Areas for improvement 
 
The following table shows areas that will be focussed on in order to improve the 
overall customer experience. 
 

 
Call measure scores 

(descending score order)  
Group 

Average  

Wyre 
Forest 
District 
Council  

Difference  

  Aborted Calls  0.12  0 -0.12 
B1  Seconds to Answer  7.7 1.9 -5.80 
B8  Need Address  23% 0% -23% 
B9  Insist Address  26% NA -26% 
C3  Courteous  99% 94% -5% 
C5  Number of Calls Transferred  3% 1% -2% 
C9  Advisor Name Given  40% 6% -34% 
C12  Use of Name Appropriate  7% 6% -1% 

 

There are a number of areas that require improvement.  Our regular coaching 
sessions with all Customer Service Advisors will address these issues. 
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9.0 Email Response Survey 

9.1 Overview  

A set of 18 email enquiries were used to test the response of each Council as 
follows:- 

   

Service Area Emails 
Benefits 3 

Revenues 3 

Environment 3 

Housing 3 

Planning 3 

General Enquiries 3 

Total 
18 

 

All emails were sent during April and May 2008. 

 

9.2 Scoring 

The guiding principle behind the scoring was based on whatever the mystery 
shoppers encountered was what the average resident would meet and would 
judge each email on whether or not there was a satisfactory outcome and not by 
what system was in place.   

The view was taken that the customer is not concerned whether their enquiry was 
made by webform, a central email address or an individual officer’s address, as 
long as the enquiry is answered quickly, fully and efficiently. 

The form used to score each email can be found on Appendix 2. 

 

 

 

 

 



Agenda Item No 6 

29 

10.0 Overall Comparison Scores 
 

Type Authority  
Group 

Average Score  
 

Rank  
(out of 37)  Group Score  

DC Basildon  68% 19 68% 

DC Bassetlaw  68% 32 56% 

DC Barnsley 68% 36 50% 
DC Bridgenorth 68% 23 64% 

DC Chorley 68% 10 78% 

DC Elmbridge 68% 17 70% 

US East Lothian 68% 14 74% 

DC Great Yarmouth 68% 34 54% 

DC Harborough 68% 20 68% 
DC Hart 68% 21 68% 

US Highland 68% 4 82% 

DC Mid Beds 68% 33 56% 

DC Melton 68% 24 64% 

DC Moray 68% 31 60% 

DC North Cornwall 68% 8 79% 

DC New Forest 68% 13 74% 

CC Norfolk 68% 2 87% 

DC North Shropshire 68% 12 77% 

DC Nuneaton & Bedworth 68% 30 60% 

DC Oswestry 68% 37 45% 

US Perth & Kinross 68% 35 53% 

DC Redditch 68% 7 80% 

DC Reigate & Banstead 68% 6 80% 

DC South Bucks 68% 26 62% 

DC Shrewsbury & Atcham 68% 15 73% 

CC Shropshire County 68% 22 67% 

DC South Norfolk 68% 29 60% 

DC South Oxfordshire 68% 11 78% 

DC Spelthorne 68% 28 61% 

DC South Shropshire 68% 25 62% 

DC Wakefield 68% 18 68% 

CC Warwickshire County 68% 1 88% 

DC Wyre Forest 68% 16 72% 

DC West Lindsey 68% 5 82% 

DC West Oxfordshire 68% 3 85% 

CC Worcestershire County 68% 9 78% 

DC Wychavon 68% 27 62% 

Grand total  68% 37 68% 
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10.1 Factors to consider 

It was requested that all mystery shoppers should email Customer Services at the 
generic email address customer.service@wyreforestdc.gov.uk  The scores were 
based on the callers expectation for their enquiry to be answered fully.  

The breakdown on the following pages show that the benchmark results average 
at 68% and Wyre Forest scored 72% which is 3% higher.  A marked 
improvements from last years being 7% lower than the average. 

Like the phone recordings, a full breakdown of all emails sent together with the 
replies were received together with a full breakdown of the scores. 

It is everyone’s responsibility to ensure the emails are dealt with in an efficient 
and timely manner and it is usually the CSA’s when based at the Civic Centre 
who take responsibility for responding to emails. 

It should be notes that 1 email was forwarded to a separate service area who 
were asked to reply to the customer directly and it was reported that they did not 
receive a response.  Customer services advised the customer of this action. 

It is therefore important to note that it is not the sole responsibility of Customer 
Services to ensure the customer experience is one to be proud of, but every 
Officer of the Council. 
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11.0 Email results 

 

12.0 Key scores 

12.1 High scores  

 
The following table shows key areas where the scores were higher than the 
Group average. 
 

 Measure  Group  Wyre Forest  Difference  

A4 Interim Received (non scoring) 13% 28% 15% 
A6 Final Response Received  83% 94% 9% 
A8 Speed score  85% 96% 9% 
B3 Given Dept  52% 76% 24% 
B4 Given Tel No 71% 76% 5% 
B5 Was Response Clear  100% 100% 0% 
B7 Name Correct  99% 100% 1% 
C1 Layout Professional  64% 65% 1% 
C4 Fully Answered  89% 94% 5% 
C6 Efficiency Overall  85% 94% 9% 

 

 

 

Measure  Group  
Wyre 

Forest  
Difference  

WFDC  
Jan 2008 

Scores for 
comparison  

A2 Auto Response Received (non scoring) 27% 0% -27% 0%  
A4 Interim Received (non scoring) 13% 28% 15% 17%  
A6 Final Response Received  83% 94% 9% 89%  
A8 Speed score  85% 96% 9% 100%  
B1 Given Name of Sender  86% 41% -45% 19%  
B2 Given Job Title  67% 12% -55% 6%  
B3 Given Dept  52% 76% 24% 81% 
B4 Given Tel No 71% 76% 5% 75% 
B5 Was Response Clear  100% 100% 0% 100%  
B6 Used Name  64% 47% -17% 25%  
B7 Name Correct  99% 100% 1% 100%  
C1 Layout Professional  64% 65% 1% 25%  
C2 Language Professional  99% 94% -5% 94%  
C3 Tone Courteous  93% 88% -4% 100%  
C4 Fully Answered  89% 94% 5% 84%  
C5 Quality Overall  86% 79% -7% 59%  
C6 Efficiency Overall  85% 94% 9% 88%  
   68% 72% 4% 61%  
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12.2 Areas for improvement 
 
The following table shows the areas that were scored lower than the Group 
average. 
 

 Measure  Group  Wyre Forest  Difference  

A2 Auto Response Received  27% 0% -27% 
B1 Given Name of Sender  86% 41% -45% 
B2 Given Job Title  67% 12% -55% 
B6 Used Name  64% 47% -17% 
C2 Language Professional  99% 94% -5% 
C3 Tone Courteous  93% 88% -4% 
C5 Quality Overall  86% 79% -7% 
 

The responses indicate that the areas for improvement can easily be rectified by 
way of delivering training  

 

13.0 Summary  

Overall, Wyre Forest District Council ranked 1st out of 37 which is a excellent 
result showing not only do we perform well in terms of quantity but the quality of 
our calls are reaching our high standards too.  As a result of these findings, we 
are weaker in some areas and arrangements have been made to address these 
areas in our weekly team meetings as well as our regular coaching sessions.   
 

It is intended that the overall customer experience of contacting the Council by all 
access channels will continue to improve with regular coaching of every member 
of the Customer Services Team.  It is the intention of the Authority to resolve a 
minimum of 80% of all enquiries at the first point of contact and we are currently 
exceeding our target by achieving 98%. 

It is important to note however that it is not solely the responsibility of the 
Customer Services Team to ensure first class service is delivered and is the 
responsibility of everyone who comes into contact with a member of public to 
ensure only the highest standard of service is achieved. 
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14.0 Recommendations 

The Customer Services Team have worked extremely hard and are dedicated to 
their role as ambassadors of the Council.  Since the opening of the Centre in 
November 2006 they have been undertaking a vast amount of training and 
continuous development as new services come on board or due to changes in 
existing services.  
 
Due to the high score given to us for phone calls, the team are to be commended 
for their efforts.  Any area of coaching will use the suggestions outlined in this 
report such as offering further help and giving the customer the name of the CSA 
they are speaking to.   
 
Guidance on email protocol will also be issued to all the team based on the 
findings of the Mystery Shoppers as this is an area that could be improved. 
 
All methods of contact will be monitored through coaching sessions that will aim 
to enhance the skills of the CSA and thus improve the customer experience.   
 
This exercise proved to be worthwhile as it has highlighted areas for improvement 
and enabled the Council to compare its performance against other Authorities.  It 
is therefore recommended that this survey forms a regular part of performance 
measurement for the Customer Services Section. 
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APPENDIX C 

WORCETSERSHIRE HUB OPENING HOURS AND CUSTOMER 
SATISFACTION SURVEY 

 

INTRODUCTION 

As part of our ongoing commitment to Customer Service we shall continuously 
monitor the quality of our service provision in order to improve the manner in 
which we deliver our services. Central to this scheme of continuous review is 
feedback from our customers. 

During January and February 2008, customers using the Customer Service 
Centre either face to face or by phone were asked for feedback.  Questions were 
asked relating to the overall service the customer received regarding their contact 
with the Centre together with a question surrounding our opening times. 

The same survey was undertaken in June and July 2008 asking for feedback 
from customers using the Customer Service Centre either face to face or by 
phone. 

 

OPENING HOURS SURVEY 

BACKGROUND  

When Wyre Forest Customer Service Centre opened in November 2006, by way 
of improving access to Council services, the decision was made to extend the 
opening hours of the Centre to open between 8:30 a.m. to 5:00 p.m. with the 
exception of Wednesdays when the Centre would open at 10 a.m. in order to 
provide staff with valuable training sessions.  This meant an increase in opening 
times by an additional 4 hours per week. 

It was then agreed that a review of opening hours would be undertaken in order 
to ensure the Council are providing access to services in line with customer 
demand. 

ACTION TAKEN  

During June and July 2007, customers across a variety of service areas were 
asked if they were satisfied with the extended opening hours. 

The question asked in January / February, and June / July 2008’s survey was re-
worded slightly and customers were asked what hours would suit them and what 
services they would use us for.  The results of both surveys can be found in 
Appendix A . 
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SUMMARY 

95% of customers who answered were satisfied with the current opening times. 

1% of customers who answered suggested opening on Saturday mornings. 

4% of customers who answered suggested opening either earlier or later.  The 
suggestions varied from an 8:00 am. Start to closing at 5:30 p.m. to 7:00 p.m. 

The respondents varied across the service areas and appreciatively, only existing 
service users provided us with their opinion.   

In line with last years findings, extending the opening hours of the Centre would 
stretch existing resources without necessarily capturing additional customers or 
smoothing out any present peaks and troughs in service demand. This would 
have a negative impact on existing staff cover and reduce our ability to respond to 
fluctuations in service demand. On this basis any increase in opening hours 
would need to be met with additional resources.  The findings of this survey 
conclude that the vast majority of customers are satisfied with the present 
opening hours. 

RECOMMENDATION 

It is recommended that the opening hours of the Centre are not altered at this 
stage.  In order to ensure the service is tailored to suit the needs of the customer, 
it is recommended that a further detailed survey is carried out in 18 months time. 

 

CUSTOMER SATISFACTION SURVEY 

BACKGROUND  

In line with the Council’s Customer Service Strategy it is the Councils aim to seek 
feedback from customers accessing Council services in order to develop 
improvements where necessary.   

ACTION TAKEN  

In a repeat of the January / February survey, customers accessing Council 
services through the Worcestershire Hub, were asked to rate their satisfaction to 
8 statements relating to their experience.  A total of 693 surveys were completed 
and the satisfaction ratings to the following statements were received.  Further 
detail can be found in Appendix B . 

1 - I was satisfied with the length of time I had to wait to be answered 

2 - The Customer Service Advisor (CSA) fully understood my enquiry 

3 - The CSA made me feel that my enquiry was important to them 
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4 - I feel confident that the information I was given was accurate 

5 - The CSA completely resolved my enquiry or  I am confident that appropriate 
action will be taken  

6 - I was treated with courtesy and respect at all times 

7 - I was happy with the overall service I received 

8 - I would be happy to contact Wyre Forest Customer Service Centre again 

All comments relating to the Customer Service Advisors (CSA) were extremely 
complimentary and copies have been passed to individuals as appropriate.  Any 
comment requiring further investigation has been attended to and the customer 
contacted accordingly. 

Collectively, all 8 areas received a score of 98% or more with regard to the 
customers overall satisfaction rating, with 99% of respondents stating they felt the 
CSA treated them with respect and courtesy at all times.  

SUMMARY 

The overall satisfaction ratings are as follows:- 

97.9% of customers are either satisfied or completely satisfied with the service 
they have received 

2.1% of customers are either dissatisfied or completely dissatisfied with the 
service they received 

Overall, there was no result that raised cause for concern in any particular area 
and the overall percentage of customers who were either dissatisfied or 
completely dissatisfied was only 1.8%.  The largest area of dissatisfaction was 
regard to County Services and analysis showed that the enquiries were all related 
to Highways calls.  The respondents did not feel confident that action would be 
taken as a result of the enquiry and detailed analysis showed that those who 
showed dissatisfaction all stated that they were happy with the CSA and the way 
their enquiry was dealt with but were not happy that Highways would action their 
request. 

The results of this survey are consistent with the results of the January / February 
2008 survey which is pleasing and again, some of the comments made by 
customers relate to the actual service they received as opposed to the way their 
enquiry was dealt with.  For example, a customer may have scored their 
satisfaction based on the length of time it took to fill a pot hole as opposed to the 
length of time it took for the phone call to be answered.  

The service area with the highest return was Benefits which makes up 
approximately 40% of all detailed face to face enquiries. It is therefore satisfying 
to note that 94.6% of respondents were happy with the overall service they 
received. 

Any comment received relating to the service area specifically have been referred 
to the Section Heads for their action if appropriate. 
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APPENDIX D 

OPENING HOURS SURVEY RESULTS 

692 Customers were asked if we were to review our opening times, what hours 
would suit them and what services they would use us for. 

 

 

June / July 
2008 

 

Satisfied As 
they are 

now 

Saturday 
a.m. 

Evening / 
Early morning 

Wed  

a.m. 

Number of 
customers 
surveyed 

655 9 29 0 

  

Percentage 

 

94.5% 1.3% 4.2% 0% 

 

The Evening / Early morning ranged from suggestions of 8.00.am start to a 
6.30.pm closure. 
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APPENDIX E 

CUSTOMER SATISFACTION SURVEY RESULTS  

Customer Satisfaction Survey

93.5%

0.8%
0.9%

4.8%

Completely Satisfied

Slightly Satisfied

Slightly Disagree

Completely Disagree

 

RATINGS BY SERVICE AREA  

 

Number of 
returns 

% 
Completely 

Satisfied 

% 

Satisfied 

% 
Dissatisfied 

% 
Completely 
Dissatisfied 

Benefits 233 94% 5% 1% 0% 

Council tax 61 92% 8% 0% 0% 

Car Parking Services 14 89% 11% 0% 0% 

Concessionary Travel 79 94% 4% 1% 1% 

Pest Control 26 94% 6% 0% 0% 

Refuse and Waste 78 97% 2% 0.5% 0.5% 

Other District Services  55 86.5% 7% 1% 5.5% 

Blue Badges 82 98% 1% 1% 0% 

Highways 14 81.5% 12.5% 2.5% 3.5% 

Other County Services  24 91.5% 3.5% 3.5% 1.5% 

TOTAL SUMMARY 692 93.5% 4.8% 0.9% 0.8% 
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