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Examples of council service 10 customers

Customer service Typical council services

¢ Providing information about service. ' » Landlord services for coundil tenants, for

* Accepting bookings for setvice. example, housing repairs.

* Providing service. & Council tax enguiries and administration.

¢ Accepting péyment for service. o * Benefits enguiries and administration.

» Accepting payment for council tax. * Community services, for example, special uplifts.

s Accepting information about services, for example, ~ * Social work services, for example, homecare
street light failure, litter, road defects. = services or benefits advice.

e Handling comments and complaints. . Development control, for example, planmng

¢ Maintaining records, for example, change of apphcatlons a7d enguitios.
address details. - « | eisure services, for example, pubhc libranes and

sport.centes,

Source: Audit Scotland
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North Lanarkshire Council — using value and failure calls to measure service

North Lanarkshire Couincil has introtiuced a strong system for monitoring the effectiveness of its customer
service activity,

Getting the answer right first time is important for both custamers and the council. The strength of the council's
approach is that all enquiries to its contact centre, first-stop shops, housing sub-offices and main reception areas
are recorded as value or fallure calls, where:

» value demand is what these contact points exist to meet {eg, “I'm calling to'arrange o

» failure demand is a repeat call or other evidence of waste (eg, "This is the third time | have called to arrange .. "),
The philosophy is that failure calls are an indicator of waste, and the goal is to minimise the extent of failure
calls and waste.

The council ends waste by redesigning processes to avoid the need for repeat calls from customers and by
ensuring that customer service staff provide effective solutions to customers’ enquiries.

The results of the council's monitorihg show that 7% of calls are categorised as failure calls, which appears low.

Saource: Audit Scotland/North Lanarkshire Council
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27. & deliberate programme 1o
manage customer service
improvements is good practice
and animportant first step.
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28, Councils should ask
themselves 1fthey are ¢
pUrsUing siich'a p{ormmfar a“
Being ceniral to effective service
delivery,

28, Councils rmed 1o dermonstra
COMMEMent z,o the programme in
sy Ways:

® The improvament prograrime
shouid be based on e properly
rassarched understanding of
how, when and why customers
coniact councils,

e |t should ‘nda_sd&a yanalysis of
what bartiers and opportimities
existfor aocess and consistent
quality of service o oustomers
acrass sl main acivities, Al
deparimernis need 1o be
invelved.

& The cusiomer senvice
programime nseds 1 he upto-
date. Besponsibility for leadershy
and-delivery needs 1o be clearly
a*za'gﬁ’““f Measures of succsss

eud 10 be established |
ez the basis for

i

o consider
establi aimg ({Jj ot tearns with
sxphcit remil 1o supporn the
rrent of gootd

CUSTOIMST 881viCs.

:

dations

30, Councils should improve
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