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Business Benchmarking | Top customer priorities

O

» Product/service reliability
+ Being kept informed
+ Ease of dealing with XX

3 2
tririy
Experience Emotional Connection
- Product/service range YL You trust XX
i = Product/service quality i = XX makes you feel reassured

+ Billing : ‘ ‘ oo}
+ Price/cost ﬁ QP

+ Speed of service/response : f Customer Ethos

« Helpfulness of staff
« Competence of staff - Ability to interact with XX in the way you prefer

. . . o) 8 |- Cares about their customers
Ease of using the website o P @ @

« XX makes It easy to contact the right : P XX keelps thair promilses
person to help : UKCSI Overall -+ XX designs the experience

« XX explains information clearly around customers

/e \

[ALEAY

Complaints Ethics

+ The outcome of the complaint H : :

« The handling of the complaint ----------------- P :
« The attitude of staff :

« Speed of resolving your complaint

+ Reputation of the organisation
+ Open and transparent
« XX does the right thing in businass practices
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Business Benchmarking |South Hams District Council and West Devon Borough Council
Satisfaction trends
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Business Benchmarking | South Hams District Council and West Devon Borough Council

Less satisfied/more satisfied
than your last survey

>
"

Average satisfaction score in January 2019

<€
3 4 5 6 7 8 9 10 -2 -1 0

Overall

Product/service range

Product/service quality

Product/service reliability

Being kept informed

Ease of dealing with XX

Billing/Invoicing

Price/cost

Speed of service/response

Explaining information clearly

Making it easy to contact the right person to help
Ease of using the website

Helpfulness of staff

Competence of staff

Complaint Handling

The outcome of the complaint

Handling of the complaint

The attitude of staff

Speed of resolving your complaint

Customer Ethos

Ability to interact with the organisation in the way you prefer
XX cares about their customers

XX designs the experience around its customers
XX keeps their promises

Emotional Connection

0.0
0.2

0.2

0.7
0.7

You trust XX B os
XX makes you feel reassured
Ethics
Reputation of the organisation 0.6
XX'is open and transparent 0.3

XX does the right thing in business practices
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Business Benchmarking |South Hams District Council and West Devon Borough Council
UK Customer Satisfaction Index (UKCSI)

4

o

50 55 60 65 70 75 80 85 90 95 100

UK all-sector average

Public Services (Local)

Library [Freiie)

your local Ambulance Service

your local Fire Service

GP surgery / health centre

your Housing Association

your local Police Service

The score given to South Hams

District Council and West Devon
your local Cd

Borough Council by their
customers: 64.9

Note, “your local Council” is the national average council scoring
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Business Benchmarking |South Hams District Council and West Devon Borough Council

UK Customer Satisfaction Index (UKCSI)

2019 45 50 55 60 65 70 75 80 85 90 95 100 2018 45 50 55 860 65 70 75 80 85 90 95 100

UK all-sector average UK all-sector average

Public Services (Local) Public Services (Local)

South Hams District Council
and West Devon Borough
Council Business
Benchmarking

South Hams District Council and West
Devon Borough Council Business
Benchmarking

Net Promoter Score Customer Effort

-20 -10 0 10 20 30 1 2 3 4 5 6 7 8 9 10
UK all-sector average 20.5 UK all-sector average
Public Services (Local) 12.7 Public Services (Local)

South Hams District Council and
West Devon Borough Council
Business Benchmarking

South Hams District Council and
West Devon Borough Council
Business Benchmarking

An 11.7 points improvement

A 0.7 point improvement
compared to 2018 results

compared to 2018 results
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Business Benchmarking | South Hams District Council and West Devon Borough Council

UK Customer Satisfaction Index (UKCSI) & Customer priorities
35 40 45 50 55 60 65 70 75 80 85 90 95 100

78.3
Experience B
67.7

59.2
Complaint Handling [t
40.4

76.6
Customer Ethos 60.3

62.5

76.1
Emotional Connection 56.7
58.5

Ethics

m UKCSI all sector average
m Public Services (Local Council) average
m South Hams District Council and West Devon Borough Council Business Benchmarking
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Business Benchmarking |South Hams District Council and West Devon Borough Council
Net Promoter Score and Customer Effort

NPS

Customer effort

-60-50-40-30-20-10 0 10 20 30 40 50

UK all-sector average

Public Services (Local)

Library

your local Ambulance Service

your local Fire Service

GP surgery / health centre

your Housing Association

your local Police Service

your local Council

© Institute of Customer Service 2019. All rights reserved - Confidential

20.5 UK all-sector average

-
o
]

Public Services (Local)

Library

GP surgery / health centre

your local Council

your local Ambulance Service

your Housing Association

South Hams
District Council
and West Devon

your local Fire Service

Borough Council
Business
Benchmarking:
-18.9

your local Police Service

-
N
w
N
(6]
»
N
(o]
©

10

IS

4

(63}

(63}
=

N o 2 o o § 5 or 5
o N - © © w o)

South Hams
District Council
and West Devon

Borough Council
Business
Benchmarking:
4.4
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Business Benchmarking | South Hams District Council and West Devon Borough Council

Frequency of channel 2019

In writing (letter) 1.3%

Frequency of channel 2018

Web chat 0.3%

Social media 0.3%

; : o, Inperson 4.4%
Text 0.2% Social media 0.4%

In writing (letter) 0.4%

In person (e.g. visited a store/branch/office) 2.5%

Over the phone (e.g. called a

i 0,
contact centre) 14.0% Email 23.3%

Email 22.4%

Over the phone

17.7% On their website

53.4%

On their website

The proportion of customers using each 59.3%

channel for their interaction, for South Hams
District Council and West Devon Borough
Council

The proportion of customers stating
each reason for contact, for South Hams
District Council and West Devon
Borough Council

Satisfaction by channel 2019 Satisfaction by channel 2018

m UKCSI
100 m UKCSI 100
) ) m Public Services (Local)
m Public Services (Local) 95
m South Hams District Council and West Devon Borough Council Business
90 m South Hams District Council and West Devon Borough Council 90 Benchmarking
Business Benchmarking 85
80.279 3 79.7
gg /90785 78.0 80

75
70
65
60
55
50

Customer Satisfaction Index
Customer Satisfaction Index

Website

In person

In writing Over the phone Email

Website Email

In person

Over the phone In writing
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Business Benchmarking | South Hams District Council and West Devon Borough Council

Right first time 2019 2018

0% 50% 100%

UK all-sector average

South Hams District Council and West
Devon Borough Council Business 53.1% 34.3% 12.6%
Benchmarking

HMYes HMNo mDon'tknow/Not applicable

Complaints data

0% 50% 100%

UK all-sector average 85.7%

South Hams District Council and West
Devon Borough Council Business 8.7% 24 % 53.2% 11.2 % aGE
Benchmarking

B % No problem B % Didn't complain = % Complained
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Business Benchmarking | South Hams District Council and West Devon Borough Council

How customers describe their experience with you

-
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=
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The word cloud shows which words were used the most when customers were asked to give up to three words to describe their
most recent experience with South Hams District Council and West Devon Borough Council. The bigger the word the more times it
was mentioned.
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Business Benchmarking | South Hams District Council and West Devon Borough Council

Satisfaction and intention to remain a customer

o
(63}

10

UK all-sector average

Public Services (Local)

South Hams District Council and West

Devon Borough Council Business

Benchmarking

Library

your local Ambulance Service

your local Fire Service

your local Council

*organisation scores compared against top and bottom 2 in their chosen sector
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South Hams District Council and West

Satisfaction and intention to recommend

o
(¢}

UK all-sector average

Public Services (Local)

Devon Borough Council Business

Benchmarking

Library

your local Ambulance Service

your local Police Service

your local Council
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Business Benchmarking |South Hams District Council and West Devon Borough Council

- - L 4 South Hams District Council and West Devon Borough Council Business Benchmarking
Range of scores against customer priorities W Above average sector organisations
B Below average sector organisations
1 2 3 4 5 8 7 8 9 10
Experien ce_

Put last year — ressence wnce o NN -

. Product/service quality 6.5 _- 8.3

alon95|de Productiservice relabilty | s+ N
Being kept informed | s [ ::

Ease of dealing with XX

Billing |

Pricefcost_

Speed of ser\.ricefresponse_

XX explains information clearly_

XX makes it easy to contact the right person to help_
Ease of using the website_

Helpfulness of staff_

Competence of staff_
Complaint Handling_
The outcome of the complaint_
The handling of the complaint_
The attitude of staff_

(o8]
LW
ca
.‘“‘I|
[an]
]
(o8]

Highest scoring organisation

w
wn
»

Speed of resohing your corrpli| L T ——  BE
Customer Ethos

Ahility to interact with XX in the way you prefer

Gares about the customers 5o NI .
XX designs the experience around its customers 5.7 —_ 8.3

Emotional Connection

To what extent do you trust the organisation? 5.7 _— 8.6
XX makes you feel reassured_ 5.6 —_ 8.4
Ethics |
Reputation of the organisation_ 5.7 _— 8.3
COpen and transparent_ 5.7 _— 8.4
XX doesthe rght thing in business practices_ 5.0 —_ 5.4

Comparisons were only made between companies with base sizes over 10. Factors with less than 4 companies scoring them were removed from the analysis.

Lowest scoring organisation
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