Telephone Enquiry Survey 
As you know, we have been surveying council service users and partners to get a view of how well we handle telephone enquiries.  Leesa has collated the initial responses below and I have added some commentary. Next week, Leesa is going to do some further analysis on the information and we can discuss that when we meet.

In total, 340 Survey’s distributed via email and post.

	Partner/Audience
	No Sent
	No Returned

	Parish Councils
	31
	14

	Architects/Agents
	22
	1

	Housing Associations
	5
	1

	Complainants
	18
	7

	Partner Organisations
	4
	2

	Individuals that have contacted the CBC contact centre during August
	260
	50


We have had a disappointingly low return from Architects and Leesa will send out to another group next week. We may also select another group of Housing Associations to contact as well.  This means that one missing area (in terms of the people who contact us) is those people who contact the relevant Council team by phone.  These contacts are not on Lagan, but we could try and get data from the various teams to extend the survey.  This, of course includes Benefits for instance.

Overview of responses received so far:
These are the high level figures we have pulled from the data returned.
What method do you use to contact the Council?

	Face to face
	6%

	Telephone
	70%

	Email
	15%

	Website
	9%


Which service did you want to contact/discuss?

	Housing Needs
	11%

	Recycling/Waste
	68%

	Planning
	6%

	Benefits
	3%

	Other
	12%


This reflects the type of people we have contacted (and, of course) those that have replied.

How easy did you find it to contact the Council?

	Not very easy
	9%

	Ok
	16%

	Easy
	43%

	Very easy
	32%


Was your enquiry dealt with there and then?

	Yes
	77%

	No
	23%


Was your enquiry resolved satisfactorily?

	Yes
	81%

	No
	19%


A few of the responses to the survey can be considered as complaints and we will be passing these onto the relevant to teams to capture the residents’ views.  One of the things I’d like Leesa to look at is the nature of the dissatisfaction and understand if there are any common threads.

How many times did you have to contact the Council to have your query resolved?

	Once
	64%

	Twice
	17%

	Many
	19%


How long did it take to resolve?

	Instantly
	37%

	1 day
	19%

	1 week
	22%

	1 month
	8%

	Longer
	14%


Another areas to investigate further is which transactions took more than one contact or more than 1 day to resolve. As we have discussed in the past, we know that we take a large number of “transactional” calls, but also we do have a significant number of more complex relationships and I want to understand whether those calls that took more than a day fall into that category.

What other methods of communication have you used when dealing with the Council?

	Face to face
	25%

	Telephone
	34%

	Email
	20%

	Website
	21%


What methods would you like to use when dealing with the Council?

	Face to face
	18%

	Telephone contact centre
	7%

	Telephone relevant team
	42%

	Voice recognition service
	0%

	Email
	21%

	Website
	12%


Interestingly enough, quite a few of the people who called the contact centre and were happy with the contact voted for “Telephone relevant team”. I wonder whether they realise they have contacted a contact centre.  The nature of the questions do mean that we are trading on people’s experience and emotional responses. Therefore, even if we decide that a VR system is the way to go because it delivers great savings, we have to make sure it is of a very high quality to assuage the reservations of those people we surveyed. 
Finally, we did get three or four replies along the lines of “what a waste of time and money – surely not doing surveys and workshops would save the council money”.
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