CUSTOMER SATISFACTION 
ANNUAL REPORT – 2010/11
OVERVIEW
MONTHLY Customer satisfaction with access channels – April 2010 to March 2011 
rated by customers (from GovMetric)


	Channel
	Rating
	%age of Good responses
	Trend over year

Green – improvement

Amber – remained same

Red - decline
	Benchmark comparator*

	Customer service centre (face to face)
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	79
	
	73

	Contact centre (telephone)*
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	95
	
	93

	Web
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	49
	
	45

	Total
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	86
	
	


* Other local authorities who use GovMetric 
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ANNUAL Customer satisfaction with access channels – April 2007 to March 2011 
rated by customers (from GovMetric)


	Channel
	%age of Good responses
	Trend 

Green – improvement

Amber – remained same

Red - decline

	
	2007/08
	2008/09
	2009/10
	2010/11
	

	Customer service centre (face to face)
	58
	71
	77
	79
	

	Contact centre (telephone)
	89
	92
	92
	95
	

	Web
	43
	47
	48
	49
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Avoidable contact (rated by advisers) (from GovMetric)
	Channel
	%age of contacts that were unnecessary
	Trend over year

Green – improvement

Amber – remained same

Red - decline

	Customer service centre (face to face)
	2%
	

	Contact centre (telephone)
	32%
	

	Total
	19%
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Compliments(from Lagan)
	Compliments
	Trend over year
Green – improvement

Amber – remained same

Red - decline

	2010/11
	

	169
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Complaints(from Lagan)
	Complaints
	Trend over year
Green – improvement

Amber – remained same

Red - decline

	2010/11
	

	479
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