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RECOMMENDATION 

That the Committee RECOMMENDS to the Hub Committee to: 

1.  Note and comment on the progress made to date in 
 improving customer satisfaction as detailed in section 3 of 

 this report; and 
 

2.  Endorse the next steps as outlined in section 5 of the 

 report. 
 

 
1.  Executive summary  

1.1 This report is presented by the portfolio holder for Customer First 
and details progress made to date in improving customer 
satisfaction. 

  
1.2 The report also includes recommended next steps to continue to 

improve the customer experience. 
 

2.  Background  

2.1 On 20 November 2018 Hub resolved to note the results from the 
Institute of Customer Service Customer Satisfaction Survey, and 
endorsed an action plan to improve customer service. 

 
 

 



 

 

2.2 Hub also requested Overview and Scrutiny Committee amend its 
Work Programme whereby ‘Progress against the Customer Service 

Action Plan’ be included as a standing agenda item for 
consideration. 

 
2.3 This report therefore provides an overview of progress made in 

improving customer service, since 26 February 2019 when the 

Overview and Scrutiny Committee last met. 
 

  
3  Outcomes/outputs  
3.1 Messaging and Call Rates 

Early indications show that improvements made to both online and 
offline council tax messaging has reaped dividends, the table below 

shows improved call handling rates and decreased wait times: 
 
Council Tax 1-22 March 2018 1-22 March 2019 

% calls answered 80% 88% 

Average time to answer 

(Minutes and seconds) 

4.53 2.53 

 

3.2 The true impact of these changes will be known over the coming 
weeks when overall call volumes are measured and will be reported 
to the next Overview and Scrutiny Committee. 

 
3.3 In-call messaging has been introduced for customers enquiring 

about the Council Tax Reduction Scheme.  Many customers calling 
about this service assume they need to speak to the Council Tax 

team when in fact the Benefits team deal with it.  To ensure calls 
are handled as swiftly as possible, callers selecting the Council Tax 
option are prompted to request Benefits, thus ensuring callers 

speak to who they need to first time round.  Again early indications 
suggest this is resulting in decreased wait times, see below: 

 
Benefits 1-22 March 2018 1-22 March 2019 

Average time to answer 
(Minutes and seconds) 

5.45 3.14 

 
3.4 Online Payments 

Mindful of the number of failed online payments, whereby 
customers have experienced a number of technical glitches, work 

has begun on a new online payment system.  The system is due to 
go live on 1 April 2019 and will result in fully integrated payments, 
requiring minimal customer effort, thanks to auto-populated 

payments fields and fully functioning address searches. 
 

3.5 To ensure the introduction of this new online payment system is a 
success every area of case management has reviewed and updated 
any letters or webpages quoting payment numbers. As a result over 

50 out of date web pages will be taken offline, 55 web links will be 
amended, two new payment pages will be created and over a dozen 

online and phone payment processes updated. 
 



 

 

 
3.6 Service Surveys 

Bespoke surveys have been created on our website for high volume 
online services. Customers completing a request form for either 

Recycling & Waste or Planning services now receive a confirmation 
and are invited to complete an optional survey to let us know how 
easy it was to make their request and how we might improve, see 

below:  

 
 

3.7 Feedback to date shows that 79% of Planning customers and 90% 
of Recycling & Waste customers found their request easy to make.  
 

3.8 Detailed comments from each of these surveys can be found at 
Appendix A of this report. Recycling & Waste and Planning case 

management staff are regularly checking this customer feedback 
and responding where required, as well as refining processes to 
ensure customer satisfaction is further improved.  It is interesting 

to note that since the Planning survey went live satisfaction levels 
have increased by 12% due to process improvements. 

 
3.9 Website Improvements 

Simple changes have been made to the prominent navigation labels 
on the website.  For example the main navigation button for the 
Recycling & Waste service previously named Your Waste has been 

changed.  It now reads Waste and Recycling Service.  A simple 
update, yet improving the speed in which customers can access the 

services they need.   
 

3.10 Analysis of the Council’s website data has allowed officers to pull 

together a list of the top 20 tasks carried out on our website. These 
tasks have been arrived at by: analysing the point of entry to the 

website, the total number of page views, and the total amount of 
time spent on individual pages. The top tasks are as follows:  

 



 

 

Top 20 tasks - West Devon (Feb – March 2019) 

Planning  

Council Tax  

See your Council Tax Account online  

Contact Us  

Waste and Recycling Service  

How much is my Council Tax?   

Jobs  

How to Find Our Offices  

Make a Comment  

Make a Payment of Council Tax   

Local Development Framework   

Where can I find details of current planning applications?  

Change or Review an Existing Claim  

Find your Recycling & Waste collection day and calendar  

Request a New or Additional Waste Container  

Our Services  

Waste & Recycling Service  

Report It  

Paying Your Council Tax  

Benefits and Support  

 
3.11 Tasks highlighted in bold in the table above denotes there is 

already a link on our home page to access these pages.  Work is 
therefore underway to ensure all other tasks listed above, that are 

not in bold, are readily accessed via the home page too. 
 

3.12 The table above displays tasks for just February and March this 

year. However, it is known that tasks on the website change at 
varying times of the year. Provision is therefore being made to 

update the top tasks on the home page as and when the need 
arises. 
 

3.13 It has been recognised that the colours used on our website are not 
as user friendly as they could be.  Action is being taken to improve 

this and make it more obvious that there are a series of three tabs 
to choose from on the home page i.e. the subtle green palette will 
be replaced with easier to discern contrasting colours. The screen 

shot below shows the home page in its current format with the tabs 
circled in yellow.  Thus illustrating the need for this change:  

 



 

 

3.14 Work has begun on improving the layout of frequently used pages, 

to save users time and make the pages easier to read. One of the 

ways this has been achieved is through the introduction of buttons, 

as opposed to users having to scroll through numerous pages of 

text.  See below: 

 
3.15 Complaints 

A concerted effort has been made to improve the assigning and 
handling of complaints. At the Staff Away Day it was impressed 

upon staff the importance of delivering services right first time and 
the importance of keeping customers informed.  Data extracted to 

date indicates that this approach is gradually beginning to see an 
improvement in service.  The table below illustrates a decrease in 
the number of complaints received at a given point over a three 

year period: 
 

 2016/17 
as at 31 March 2017 

2017/18 
as at 31 March 2018 

2018/19  
as at 22 March 2019 

Number of 

complaints 
received 

 

100 
 

 

115 

 

88 

 
 

4  Options available and consideration of risk  
The Council is committed to improving customer service.  It is 
therefore consider prudent to continue with the implementation of 

the Customer Satisfaction Action Plan.  Actions carried out to date 
are already improving customer service. 

 
  



 

 

5 Proposed Way Forward  
5.1 Section 3 of this report clearly illustrate improvements made to 

 date in customer service delivery.  However there is still much work 
 to be done.  Over the coming weeks officers will be focusing on the 

 following: 
 

• Further website improvements 

• Embedding customer service improvements in staff appraisals  
• Complaint handling refresher training 

• Implementing a mechanism for recognising and addressing 
avoidable customer contact 

 

 
6.  Implications  
 

Implications 

 

Relevant  

to  
proposals  

Y/N  

Details and proposed measures to address  

Legal/Governance 

 

Y Overview & Scrutiny Committee have a 

responsibility to assist the Council in identifying 
areas for improvement and to make any necessary 
recommendations to the Hub and Council.  

Financial 
 

Y There are no financial implication as a result of this 
report that have not already been budgeted for. 

Risk Y A failure to review and act upon the Customer 
Satisfaction Action Plan could lead to:  

Lack of coherent delivery 
Reputational harm 

Ineffective use of resources 
Poor quality service 
These risks are mitigated by:  

The recommendations outlined in this report 

Comprehensive Impact Assessment Implications 

Equality and 
Diversity 

 None – no policy or service change is proposed in 
this report. 

Safeguarding 
 

 None – no policy or service change is proposed in 
this report. 

Community 
Safety, Crime 

and Disorder 

 None – no policy or service change is proposed in 
this report. 

Health, Safety 

and Wellbeing 

 None – no policy or service change is proposed in 

this report. 

Other 

implications 

 - 

 

Appendix 
 
Appendix A – Website Survey Feedback 


