
1 
 

Tick 
One  
Box 

For Information 
Only 

For Decision Only For Discussion 

  x 

 
 
ARGYLL AND BUTE COUNCIL 
 

 
                            Customer Service Board       

Customer Services 
 

               20th of October 2017 

 
Customer Service Centre – Customer Satisfaction Survey – Face to Face Service. 
 
 
1. 

 
SUMMARY 
 

1.1 This paper details the customer satisfaction survey results of Face to Face 
Customers who visited the Council’s Service Points between the 1st & 31st of 
August 2017. It forms part of the ongoing monitoring of customer service 
standards that informs continuous improvement. 
 

1.2 The Customer Satisfaction Survey was emailed to 627 customers who had visited 
a customer service point and had their interactions logged on the Oracle CRM 
system. Within Oracle there is extensive outreach functionality that allows us to 
identify specific targeted audiences for outbound correspondence. As the 
customer’s email address is captured at first point of contact and logged on the 
system, the Oracle system functionality allows for the survey to be issued to the 
customer’s email address for completion and return. There were 80 completed 
surveys returned for analysis, which equates to a 12.8% return. 
 

1.3 The headline customer satisfaction result of the Customer Satisfaction Survey is 
96.2%, up from 94.7% in the previous survey. 

2. RECOMMENDATIONS 
 

2.1 CSB is asked to note the detail provided in the results and the high percentage of 
customer satisfaction received from the surveys.  

 
3. 

 
DETAIL 
 

3.1 The new satisfaction monitoring functionality was introduced as part of the 
Replacement ACD/CRM Project in 2016. When customers visit one of the 
Council’s Service Points their face to face interaction is logged by the Customer 
Services Agent on the Oracle CRM system, during this interaction the customer 
is asked for their contact details including their email address. A date range of 
customer visits are selected from the Oracle interactions and a short survey is 
emailed to the customer. The survey advises that “Argyll & Bute Council is 
conducting a short survey. As you have recently visited your local Customer 
Service Point, it would be appreciated if you could complete the survey and share 
your experiences” 
 

3.2 
 

The customers had recently visited the Customer Service Point with a face to face 
enquiry for either:- 

• Council Tax 
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• Benefits 
• Book It 
• Complaints 
• General Enquiries 
• Payments 
• Planning & Building Standards 
• Regulatory Services 
• Roads & Amenity Services 
• Social Work 

 
3.3 The customer survey consisted of 12 statements and customers were asked to 

select one of five answers consistent across each survey: 

• Strongly Agree 
• Agree 
• Neither Agree or Disagree 
• Disagree 
• Strongly Disagree 

Each survey provided the opportunity for Customers to give comments of where 
we could have improved their customer service. 
 

3.4 FACE TO FACE SURVEY OUTCOMES 
 

3.4.1 The results of the 80 surveys were collated, unfortunately not all questions were 
answered on the surveys, which are reflected in the results below. Some 
customers had chosen to leave comments regarding the customer service that 
they had received at the Service Point that they had visited. 
 

3.4.2 
 

The table below summarises the results of the survey, the shaded questions 
relate to pledges in the council’s Customer Service Charter. 
 

Question 
 

Strongly 
Agree 

Agree Neither 
Agree or 
Disagree 

Disagree Strongly 
Disagree 

No’s 
returned 

On arrival to the Customer 
Service Point a member of 
staff was available to deal with 
my enquiry 

50 
62.50% 

23 
28.75% 

5 
6.25% 

2 
2.50% 

0 80 

On arrival to the Customer 
Service Point I did not have to 
Queue 

44 
55.70% 

22 
27.85% 

7 
8.86% 

6 
7.59% 

0 79 

The member of staff who dealt 
with my enquiry was polite, 
friendly and sensitive to my 
needs 

56 
70% 

19 
23.75% 

2 
2.50% 

2 
2.50% 

1 
1.25% 

80 

The member of staff who dealt 
with my enquiry was 
competent and knowledgeable 

52 
65.82% 

19 
24.05% 

7 
8.86% 

1 
1.27% 

0 79 

I received all the information 
that I required and it was easy 
to understand 

53 
68.83% 

17 
22.08% 

5 
6.49% 

2 
2.60% 

0 77 

I was satisfied with how my 
enquiry was handled and I felt 
that I was treated fairly 

56 
70.89% 

17 
21.52% 

1 
1.27% 

2 
2.53% 

3 
3.80% 

79 

The member of staff who dealt 
with my enquiry identified 
themselves and wore a name 
badge 

38 
48.72% 

17 
21.79% 

19 
24.36% 

4 
5.13% 

0 78 

The office that I visited was 32 33 8 3 0 76 
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well sign posted 42.11% 43.42% 10.53% 3.95% 
The office that I visited was 
clean and tidy 

47 
60.26% 

25 
32.05% 

5 
6.41% 

1 
1.28% 

0 78 

The leaflets and posters and 
other information displayed 
were up-to-date and accurate 

28 
35.90% 

17 
21.79% 

32 
41.03% 
 

1 
1.28% 
 

0 
 

78 

The opening hours of the 
office were clearly visible 

32 
41.03% 

24 
30.77% 

19 
24.36% 

3 
3.85% 

0 78 

The Customer Service Point 
was open at a time that was 
suitable to me 

30 
37.97% 

34 
43.04% 

10 
12.66% 

4 
5.06% 

1 
1.27% 

79 

 

 
3.4.3  

 
The key findings from the 80 Customer Satisfaction Surveys of face to face 
customers are: 
 

• 90.91% agreed that they had received all the information that they required 
and it was easy to understand. 

• 89.87% agreed that the member of staff who dealt with their enquiry was 
competent and knowledgeable. 

• 93.75% agreed that the member of staff who dealt with their enquiry was 
polite, friendly and sensitive to their needs. 

• 92.41% agreed that they were satisfied with how their enquiry was handled 
and felt that they were treated fairly. 

• 91.25% agreed that on arrival to the Customer Service Point that a member 
of staff was available to deal with their enquiry. 

• 92.31% agreed that the office was clean and tidy. 
• 83.55% agreed that on arrival to the Customer Service Point they did not 

have to queue 
• 70.51% agreed that the customer service point agents identified 

themselves and wore a name badge 
• 81.01% agreed that the Customer Service Point was open at a time suitable 

for them. 
• 85.53% agreed that the office that they visited was well sign posted. 
• 71.80% agreed that the opening hours of the office were clearly visible. 
• 57.69% agreed that the leaflets and posters and other information displayed 

were up-to-date. 
 

3.4.4 
 

All Customers surveyed were asked for comments based on the service that they 
received from the customer service agents who handled their enquiry. The 
comments included:- 
 

• I do not know the employee name, she was helpful and friendly. As for 
being treated fairly in the appointment – yes. 

• Extremely helpful staff at the Burnet Building 
• The whole experience was painless. The staff member who dealt with us 

was competent, helpful and polite. Well done. 
• No other points, was happy with the service 
• It is always a pleasure to visit the offices in East Clyde Street in 

Helensburgh. A welcoming facility with staff who are happy to assist the 
customer. If my question cannot be answered on site, I am directed to the 
correct department. 

• When I visited the service point, I felt that there was no privacy, the front 
door was wide open and was only shut over when asked if we could go 
somewhere private to speak about the reason that I was given for an 
appointment. Even with the door shut I felt that anyone could walk in at any 
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point. I feel that if there has been an appointment made then there should 
be a room available and not have to discuss everything out the front. 

• The member of staff who dealt with my enquiry and had relevant forms 
sent to me, is regularly at the customer service desk and is always ready 
to go the extra mile. The lady is extremely pleasant, helpful and answers 
any queries I may have in a very understanding and professional way. 

• As always, the staff were very helpful. 
• My customer service point is only open in the morning. Afternoon times 

would be helpful. (Rothesay) 
• It is not clear who one should approach at the reception area for the reason 

that you might be visiting. Opening hours should be extended for easier 
customer access. 

• Staff were friendly and efficient 
• Reception staff in Helensburgh are always professional. 
• It’s a lovely place to visit, has a wonderful little café and is extremely 

welcoming. 
• Tobermory County Building is lovely and brilliant staff 
• Both staff on both visits were extremely helpful and kind. 
• As the service point was situated near a main door to the building I felt that 

the area was not private enough especially as I had to present private 
documents for scrutiny. 

 
3.4.5 The Customer Service Points located in the 9 main towns of Argyll & Bute consists 

of a team of dedicated, experienced staff who have completed the training 
programme for all services. This reflects in the high scores for customers who 
advised that the staff member who dealt with their enquiry was polite, friendly and 
sensitive to their needs, treated customers fairly and provided a high quality of 
information to them. The results show that a professional service is being carried 
out by the Customer Service Point staff. 
 

3.4.6 Two Customers identified that they felt that there was not enough privacy at the 
service points that they visited. All customer service points have private interview 
rooms available, however, customers may not be aware of this therefore we will 
improve signage at CSP’s to make customers aware. 
 

3.4.7 Two customers would prefer if the Customer Service Point could be open later in 
the day. Over 80% of customers agreed that the opening hours were suitable for 
their needs. The decision to close Customer Service Points was made by the 
Council due to changes in service delivery under Service Choices. 
 

3.4.8 Only one of the statements agreed by customer’s scored under 70%. This was 
57.69% for customers who were asked if the leaflets, posters and other 
information which were displayed were up-to-date. 41% of customers neither 
agreed nor disagreed with this statement which indicates that the customers 
possibly did not look or require to look at any of the leaflets/information which is 
on display in the service points. 

 
3.4.9 Any issues within this survey will be passed to the service for attention, resolution 

where relevant. 
 

3.4.10 Actions for Improvement based on the above information are: 
 

• Customer Service Point Supervisors to check that all leaflets and posters 
are up-to-date and accessible for customers to view. 
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• Customer Service Point Supervisors to ensure that customers are made 

aware that there are private interview rooms available for customers who 
require to discuss a sensitive issue in private. 

 
 
4.0 
 

 
CONCLUSIONS    
    

4.1 The overall customer satisfaction rate for face to face is 96.2% based on 80 
completed surveys. 
 

4.2 Customers still appreciate the value of a well-managed face to face service in the 
main towns. 
 

4.3 Customer Service Agents scored above 90% for being competent and 
knowledgeable polite and friendly and providing customers with the required 
information that was easy to understand.  
 

4.4 The score for Service Points being open at a suitable time for customers 
indicates that most customers are happy with current face to face provision and 
closing the office at 4pm and during lunchtime has only impacted on only a 
minority of customers.    
 

5. IMPLICATIONS  

5.1 Policy: 
                        

None   

5.2 Financial:  
                

None 

5.3 Legal:                       
 

None 

5.4 HR:                            
 

None 

5.5 Equalities:                 
 

None 

5.6 Risk: Failure to monitor customer satisfaction has reputational  
risk 
 

5.7 Customer Service: Forms part of the ongoing Customer Service 
Improvement 
 

 
 
   
Jennifer Gilchrist 
Customer Service Centre Co-ordinator 
21st September 2017 


