                                  	    [image: ] 		 [image: ]                        
Member Zone: Member Enquiry Handling Update 
To 26th September 2024
1. SERVICE REQUEST PORTAL ACTIVITY
Since Launch
The table below shows the number of requests logged by members and their status since the since the launch of Member Zone in June 2022 until 26th September 2024:
	Since MZ Launch
	RIS Requests
	Other Services
	Total

	Total Requests Made
	2279 (78%)
	625 (22%)
	2904

	Requests in Action*
	119
	46
	165

	Requests Actioned by Services
	2160
	579
	2739

	Requests Closed by Members
	1597
	453 
	2050 (71%)

	Open with Members
	563
	126
	689


*Includes those awaiting response, escalated and where work is scheduled by Services.
Of the 2904 requests raised since inception, 230 (8%) have used the escalation process. 
Although RIS handles the majority of requests, the breakdown for other services is:
	Service
	Number of Requests Since Inception of MZ

	Development and Ec. Growth
	206

	Planning and Building Standards
	114

	Legal and Regulatory Support   
	66

	HSCP
	65

	Commercial Services
	53

	Education
	52

	Financial Services 
	43

	Live Argyll
	16

	Customer Support Services
	10


FQ2 of 2024/25
The table below shows the number of service requests logged by members in FQ2 2024/5 and their status:
	FQ2 2024/5
	RIS Requests
	Other Services
	Total

	Total Requests Made in Quarter
	258 (78%)
	46 (22%)
	304

	Increase in Requests in Action
	+12
	-4
	+8

	Requests Actioned by Services 
	246
	50
	296

	Requests Closed by Members
	229
	48
	277

	Increase in Open with Members
	+17
	+2
	+19


304 new requests were raised by Members in FQ2 compared to 327 in FQ1 of 2024/25. 20 of the requests were escalated in the quarter (7%). The number of requests in action rose marginally by 8. At the end of FQ2, 14 open requests have breached SLA by more than one week, of which only one is a RIS related request.
2. SERVICE REQUEST PORTAL – MEMBER FEEDBACK
2.1. Member Feedback On Member Zone Request Portal
In order to monitor timeliness and quality of responses over time from a Member perspective, every Member is offered a satisfaction survey when they mark a case as closed. In total 17 members have so far used the feedback function. The tables below show the number of responses since we introduced this functionality in November 2022.  
· 226 out of 241 (94%) of respondents said they were moderately to very happy with the speed of response (in FQ2 alone, there were 27 survey completions with 25 marked satisfied or better):
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· 244 out of 254 (96%) respondents were satisfied with the quality of response; 213 marking them good or excellent (in FQ2 there were 27 survey completions with 100% marked 3 or above):
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In FQ1 of 2024/25 we introduced a new survey measure “How satisfied were you with the final outcome of your enquiry”. The 100 responses to date show 97 (97%) were satisfied and 84 (84%)% very or highly satisfied (in FQ2 there were 27 responses and 26 scored three or above:
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Recent positive comments in FQ2 include:
· Dealt with promptly and danger removed. Thanks 
· Good job all round.
· The officer concerned dealt with this matter in a prompt and professional manner, first class
Some less favourable feedback included:
· In this particular case it has been a long time from agreement for disabled place to be put in place place, a regular update would be appreciated. 
· I consider this specific MZ open awaiting comprehensive answer including updates on works.

2.2    Member usage of Member Zone Request Portal 
It is important that the maximum number of member requests possible are routed to Services via the MZ portal as this allows Services to deal with them in a structured, efficient way and avoids perception of a two tier service to Members. It also helps members control their caseloads. 
The average number of requests made per member since inception to 26th September 2024 is 81. The table below shows the distribution of number of requests by members since go live: 
	Banding of Number of Requests Made
	Number of Members in this Banding

	Zero – 65 requests made  (Low)
	19 members

	66 – 110 requests made  (Moderate)
	10 members

	111+ requests made          (High)
	7 members


The highest number of requests made by a single councillor is 477. Online self-service or automation is the most popular way to raise and manage requests with 2300 (80%), of all requests managed this way, thus freeing up Member Services to help the democratic process in other ways.

Bob Miller
Customer Engagement Manager	
September 2024	
image3.png
120

100

20

Total





image4.png
140

120

100

40

20

31

Total

129





image5.png
‘Count of How satisfied were you with the final outcome of your enquiry?

60

50

40

30

20

10

Total

32
13 I
3 4





image1.png
Weleome 1o
MEMBER

Zone




image2.jpeg
Argyll
é};‘B%}t]e

COUNCIL





