CUSTOMER SURVEY 2009  Results and Actions

The Council would like to thank all the respondents to the survey of our customers, which was undertaken in the month of November 2009. 
The results of this survey have been compared against the findings of an identical customer survey undertaken in September 2008. 42 responses were received compared with 72 for the preceding year. The survey indicates that 60% of the users were satisfied with the service, a reduction of 3.8% from the previous year. Responders are invited to comment on the service and identified areas of concern relate to the quality of the enforcement service, customer service in general, loss of conservation service and not listening to the views of the public.

The number of respondents is significantly lower this year than last and the overall satisfaction rates with the service have fallen slightly, which is disappointing. New initiatives such as the central reception area and new website were in the initial stage of implementation and as such may have contributed to the responses received. It must be acknowledged that service provision was in a period of transformation whilst these initiatives were implemented. A theme in the comments provided is reference to reduced resources in the service area, particularly Conservation and Enforcement. The service has absorbed significant reduction in staff resources since the previous survey and has in place a project to assist in working more efficiently through the application of lean systems thinking. A particular focus in this lean systems work is the customer experience, which should help in delivering a more focused service, designed to the customer requirements. Identified Officers are also working to develop skills in the conservation area. Provisions have been made to obtain specialist advice where necessary.

ACTIONS

Lean Systems Review, which focuses on the needs of the customer in reviewing the Development Control process. Stage 1 of the project, which involves gathering information as to how the current systems operate, is underway.

Review Enforcement protocols and information on website. Additional Enforcement information has now been included on the web site.

Review website with regard to specific users concerns: How to access application information and Committee reports being key tasks. Clearer links to the committee reports have been installed and additional contact details added.
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