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Service Plan 2009/12 monitoring report

Purpose
The purpose of reporting the Service Plan to the Policy and Scrutiny Committees is to enable Members to monitor ongoing performance against a range of issues and to question the Head of Service on these and other service related matters.

Background

As a part of the Strategic, Service and Financial Planning Framework draft Service Plans for each of the Council’s Services – excluding the four Shared Services - are agreed by the four Policy and Scrutiny Committees and signed off by the Executive and Council, prior to publication on 1st April of each year. Within this framework it is necessary to monitor and report progress on delivering each of the Service Plans during the year.  Policy and Scrutiny Committees receive two reports; the first after the end of Quarter 2 (a six monthly update) and the second after the end of Quarter 4 (a year-end review).
Service Plans provide a range of elements that state the purpose of the service, where it fits into the organisation both structurally and strategically, and sets out how it will achieve service and corporate aims, objectives and responsibilities. This is all underpinned by a range of performance information and details of the resources available to deliver these outcomes. These reporting arrangements need to;

· demonstrate links to the Strategic Plan and achievement of objectives;
· monitor performance within tolerances against targets;
· consider the resources allocated to the service and any deviations against agreed establishments and budgets;
· provide the results of and learning from consultation exercises;
· present any significant outcomes resulting from service equality action plans.
Key Service Responsibilities

The CSC provides a front line service for the Council on behalf of all its services, supporting all Service and Corporate priorities contained within the Council’s Strategic Plan.  It provides a quality service to all those who contact the Council via the Customer Services Centre through:

· aiming to provide improved access and high levels of customer care to all Council services contacts and is resourced to meet customer access requirements via telephone, visitors and email. Performance is reported weekly. The CSC follows the Corporate Customer Care Standards Policy which is published on the Intranet and Council website. Customer Care levels are continually monitored within the CSC by CSC Team Mangers and through the use of Customer Satisfaction Surveys
· Ensuring that the service we provide is sustained and sustainable by supporting all our staff with appropriate training and the tools to do the job 

· Supporting all service departments in the provision of front line services and seek to ensure that the CSC remains ‘joined up’ with all departments

· Continuing to develop the service in line with corporate and service priorities

· Seeking to manage available resources to maximise the service that can be provided to the benefit of all.

· Managing of Corporate Complaints. The complaints procedure is available on the Intranet and Council website. Complaints are monitored by heads of services and reported to Management Board quarterly. The aim is to assist all Council departments to improve their services through managing complaints.
· Supporting all service departments in identifying and implementing service improvements. The CSC will assist all Council departments to improve their services through monitoring avoidable customer contact. (New National Indicator - NI14 - for 2009).
· Managing the Council’s outsourced standby (out of hours emergency) service

Contribution to the Councils’ Strategic Objectives
	Strategic Plan ref.
	Objective / target
	Progress update

	1.1.2
	We will work with partners to make the district a safer place by providing reassurance to the public and reducing the fear of crime.


	CSC receives calls reporting anti-social behaviour (including graffiti), takes details and notifies the relevant officers for action to be taken. 

	1.2.1
	We will provide a safe & healthy environment by promoting the safety of people at work, at home and at leisure.


	CSC reports any incidents at workplace to Health & Safety Officer.  CSC staff complete annual DSE assessments of the workplace.



	1.2.2
	We will ensure that waste is managed by supporting initiatives and collection rates through CSC processes & scripting

	CSC staff record all contacts from residents reporting waste issues and provide detailed information to support initiatives.

	2.1
	We will provide equal access to services by supporting review of Council website & CSC scripting

	CSC has supported web development by identifying improvements & reviewing CSC scripting.

	2.2.2
	We will optimise recycling by supporting initiatives and collection rates through CSC processes & scripting

	CSC staff record all contacts from residents reporting recycling issues and provide detailed information to support this initiative.


	3.1
	Customer Service
We will publish our standards on the website & in the One Stop Shop

We will report on Complaints and identify service improvements 

We aim to improve customer satisfaction levels

	CSC standards & service performance statistics are published on the website and in the OSS. 

Corporate complaints statistics and trends are reported quarterly to MB. 

Customer satisfaction surveys are completed three times a year.

	3.2
	We will achieve Value for Money by managing budgets, reviewing resources and benchmarking performance

	CSC has continued to provide its services within its agreed budgets.

	3.3
	We will constantly review our processes and procedures to improve the customer experience

	CSC staff continue to identify improvements from feedback received from customers.  These are fedback to departments at regularly held liaison meetings and, when required, CSC scripting & procedures are updated.

	3.4
	We will improve capacity by identifying staff training requirements and delivering them

	Staff training requirements are identified through new procedures/tasks taken on by CSC and through staff reviews.  Staff training is then managed to ensure CSC has enough cover to complete all duties.


Performance monitoring – Appendix A
The table at Appendix A shows the current position with regard to the performance indicators included in the Service Plan 2009/12.  Explanatory comments are provided where performance is below the target tolerance and will also be explained verbally to the Committee by the Service Head or nominated representative.
The symbols represented in the tables are as follows;
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Above target or 100%.
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Within tolerance of target - usually within 0 to -5%
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Below tolerance of target

Summary - Performance Indicators
	Performance
	Q1
	Q2
	Q3
	Q4
	Year end

	
	No
	%
	No
	%
	No
	%
	No
	%
	No
	%
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	1
	50
	1
	50
	1
	50
	1
	50
	1
	50
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	0
	0
	0
	0
	1
	50
	0
	0
	0
	0
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	1
	50
	1
	50
	0
	0
	1
	50
	1
	50

	Total
	2
	100
	2
	100
	2
	100
	2
	100
	2
	100


Data Quality

Data sources:
Performance Measures : Speed of answer & number of calls answered provided by Council’s Automatic Call Distribution system (ACD).  
Data checked by: Billy Hall, Customer Services Manager
Data rating: High – data is collected electronically, data samples are checked for validity, and errors corrected before final electronic calculation of results. Data quality checks are systematically applied e.g. to Market Research Society standards.

	1
	Poor
	

	2
	Sufficient
	

	3
	High
	(


Customer Satisfaction Measures : Survey is conducted by contracted company, Opinion Research Services, who provide results periodically.  
Data checked by: Elisabeth Carter, Consultation Officer
Data rating: High – data is collected electronically, data samples are checked for validity, and errors corrected before final electronic calculation of results. Data quality checks are systematically applied e.g. to Market Research Society standards.

	1
	Poor
	

	2
	Sufficient
	

	3
	High
	(


Resources

Following the termination of Thrive Homes’ SLA in July 2009 (for the CSC to receive and deal with their telephone calls) the CSC reviewed its resource requirement and reduced its staffing levels by 4 fte. (n.b. the CSC had been running with vacancies in anticipation of the SLA termination and, therefore, no staff were required to be redeployed or made redundant)

It is envisaged that all work transferred to the CSC as a result of the corporate review of admin tasks, completed over the last year, will be provided within existing resources and budgets.  
Consultation and customer service
During the last year the CSC has continued to monitor customer satisfaction through four-monthly satisfaction surveys.   For each survey both telephone callers and visitors to the Council’s One Stop Shop are interviewed.

Customer satisfaction with both the quality of service and the customer care provided by CSC staff has continued to be scored high by users. The high level results of the last 3 surveys are detailed in the tables below.

	Telephone
	July 2009
	Nov 2009
	Mar 2010
	3 Survey Total

	Overall how satisfied or dissatisfied are you with the overall service you received from the CSC staff?

	 
	Count
	%
	Count
	%
	Count
	%
	Count
	%

	Very satisfied
	76
	76%
	79
	79%
	83
	81%
	238
	79%

	Fairly satisfied
	19
	19%
	16
	16%
	13
	13%
	48
	16%

	Subtotal
	95
	95%
	95
	95%
	96
	94%
	286
	95%

	Fairly dissatisfied
	1
	1%
	2
	2%
	2
	2%
	5
	1%

	Very dissatisfied
	3
	3%
	3
	3%
	0
	0%
	6
	2%

	Neither sat or dis
	1
	1%
	0
	0%
	4
	4%
	5
	1%


	Visitors
	July 2009
	Nov 2009
	Mar 2010
	3 Survey Total

	Overall how satisfied or dissatisfied are you with the overall service you received from the CSC staff?

	 
	Count
	%
	Count
	%
	Count
	%
	Count
	%

	Very satisfied
	73
	78%
	81
	80%
	81
	81%
	235
	79%

	Fairly satisfied
	20
	21%
	16
	16%
	16
	16%
	52
	17%

	Subtotal
	93
	99%
	97
	96%
	97
	97%
	287
	96%

	Fairly dissatisfied
	1
	1%
	2
	2%
	2
	2%
	5
	2%

	Very dissatisfied
	0
	0%
	1
	1%
	1
	1%
	2
	1%

	Neither sat or dis
	0
	0%
	1
	1%
	0
	0%
	1
	1%


The CSC received 5 complaints during 2009/10. All were dealt with within the timescales detailed in the Corporate Complaints procedure and resolved at Stage 1. CSC staff involved were made aware of the complaints received and reminded of the requirement to deliver excellent customer service to all customers.  Where required refresher training was provided to staff in order to improve our service and prevent future complaints.

Equalities Action Plan outcome update – Appendix B

Under the Equality Framework for Local Government ‘Achieving’ criteria, we are required to demonstrate performance management of all service equality plans, and member scrutiny. 

Overview of performance and service plan delivery 2009/10
The CSC has continued to provide excellent service to the residents of Three Rivers District Council during 2009/10, dealing on average with approx 4800 contacts per week (including telephone calls, visitors and emails). This was achieved with at times lower than required staffing levels, which were being managed in preparation for the anticipated termination of Thrive Homes SLA. 
The Customer Services Centre reduced its staffing levels, to 19.2 full-time equivalent staff, following the termination in July 2009 of Thrive Homes SLA with TRDC for CSC to provide a telephone service for Thrive tenants.  A new SLA was agreed for the CSC to continue to process rent and service payments on behalf of Thrive for tenants visiting the OSS at TRH.

The CSC answered 184302 telephone calls, dealt with 57505 visitor interactions in the One Stop Shop and responded to 6290 corporate emails, totalling 248097 customer contacts during 2009/10.  

The CSC has continued to work with Heads of Services to identify administrative duties which could be provided by the CSC, within existing CSC budgets, therefore supporting the Council’s initiative to find efficiencies and make better use of resources.  Additional duties which have been taken on by the CSC since TRDC housing stock transferred to Thrive are:

Complaints management & reporting (0.1 fte)

Avoidable contact collection & reporting (0.2 fte )

Out of hours emergency contact administration (0.5 fte)

Concessionary Bus Pass administration (0.4 fte)

Postal payments (0.35 fte)

Petty Cash administration (0.05 fte)

Development Management admin duties (1.5 fte)

Leisure enquiries, including Playscheme bookings (tbc)

Housing Register application administration (0.5 fte)

The CSC will continue to work with all departments to identify additional enquiries and tasks which could be completed in the CSC.

In addition, the CSC supports all council services by leading on the logging and measuring of complaints and avoidable contact (NI14), and managing the council’s emergency out of hours service.
Recommendation -  CSC Target CSC02 be revised from 90% of calls answered in 15 seconds to 80%of calls answered in 20 seconds

When TRDC implemented the CSC in 1999 it decided to set two challenging call answering targets, with the aim of providing both an excellent and responsive service to residents. 

Target CSC01 was initially set for the CSC to answer 95% of all calls offered. This has been achieved every year since 2003, and, therefore was reviewed in 2008, and raised to 97%.

Target CSC02 is to answer 90% of all calls within 15 seconds - this is recognised in the Call Centre industry as an extremely high target.   The CSC has achieved this target on several  occasions under optimum conditions, however it has never consistently been achieved over a 12 month period.  This failure has both a detrimental affect on staff morale, through striving to achieve an impossible target, and the CSC reputation, which is rated high by users. 

In addition, following the loss of Thrive Homes telephone work in July 2009, the CSC has looked to find efficiencies within TRDC by taking on additional call work and other duties.  Some of these new duties require the CSC to complete work away from the Call Centre, therefore, leaving less staff available on the phone at times.  Although staffing resources are constantly reviewed and managed to ensure that they are used efficiently, in order to complete all aspects of CSC work to a high standard, these additional duties will impact on the CSC’s ability to meet this target.

A more achievable and yet, still challenging target, would be to reset the target at what many Call Centres use as a measure - 80% in 20 seconds.  Achieving 80% in 20 seconds should have no detrimental effect on customer satisfaction levels as during 2009/10 the overall average of answer was 82% in 15 seconds. During the same period the average call answering time was only 9 seconds. This would also enable us to better benchmark our performance with other Hertfordshire authorities CSCs as many of them use the 80% in 20 seconds target.
Report prepared by: Billy Hall 

Date: 15th June 2010
Appendix A
Performance indicators

Key to symbols used in tables:
	[image: image7.png]



	[image: image8.png]©




	[image: image9.png]A





	Above target or 100%.
	Within tolerance of target – usually within 0 to -5%
	Below tolerance of target


	 Performance indicator description
	
	Quarter 1

30/06/2009
	Quarter 2

30/09/2009
	Quarter 3

31/12/2009
	Quarter 4

31/03/2010
	Year end

2009/10

	 
	Actual
	97%
	98%
	98%
	98%
	98%

	CSC01
	Target
	97%
	97%
	97%
	97%
	97%

	% of calls answered
	Performance
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	Actual (YTD)
	97%
	97%
	98%
	98%
	98%

	
	Performance (YTD)
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	Comments
	

	
	Actual
	76%
	84%
	89%
	82%
	82%

	CSC02
	Target
	90%
	90%
	90%
	90%
	90%

	% of calls answered 
	Performance
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	within 15 secs
	Actual (YTD)
	76%
	78%
	82%
	82%
	82%

	
	Performance (YTD)
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	Comments
	Qtr 1 speed of answer was impacted by the CSC running with reduced staffing levels in anticipation of Thrive Homes terminating their SLA. 

Qtr 2-4 performance continued to improve following this termination. 

Average speed of answer during Yr , however, was only 9 seconds
See Recommendation in report : to revise target to 80% in 20 seconds


Appendix B

	Equalities Action Plan – Quarters 1 and 2 update 2009/10


	Planned Equality Impact Assessments - Service Area
	Lead Officer
	Review Completion Target Date
	Outcome

	Customer Service Centre
	Billy Hall
	November 2010
	

	Complaints
	Billy Hall
	November 2010
	


	Service Equalities Objectives 09/10
	Targets
	Review process
	Review date
	Resources
	Lead officer
	Relevant Equalities Groups
	Outcome

	Improving Community Engagement
	
	
	
	
	
	

	To monitor responses to the CSC customer satisfaction survey by ethnic group, age, gender, disability, religion
	Responses to reflect population measures
	ORS to provide analysis for report to MB
	Annually
	Within CSC or Community Partnership budget
	Billy Hall
	 FORMCHECKBOX 
 Race

 FORMCHECKBOX 
 Gender

 FORMCHECKBOX 
 Disability

 FORMCHECKBOX 
 Age 

 FORMCHECKBOX 
 Religion

 FORMCHECKBOX 
 Sexual Orientation
	No evidence of perceived discrimination identified from survey results.

	Promoting Equality Of Opportunity In Employment & Training
	
	
	
	
	

	To provide refresher training to:

CSC staff on working with the Language Line service and customers whose first language is not English.

CSC staff on communicating with deaf community, including working with the Minicom service.
	All staff trained
	Staff appraisals
	Annually
	Within CSC budget
	Billy Hall
	 FORMCHECKBOX 
 Race

 FORMCHECKBOX 
 Gender

 FORMCHECKBOX 
 Disability

 FORMCHECKBOX 
 Age 

 FORMCHECKBOX 
 Religion

 FORMCHECKBOX 
 Sexual Orientation
	Staff aware of services available & how to use them.

	Promoting Equality In Service Delivery

	To promote the CSC service to:

minority ethnic groups, including the promotion of the availability of the Language Line service.

disabled community groups, including local deaf communities and the availability of minicom and email services
	Provision of Language Line, Minicom and email services.
	Analyse customer usage and report to Equalities Officer Group
	Annually
	Within CSC budget
	Billy Hall
	 FORMCHECKBOX 
 Race

 FORMCHECKBOX 
 Gender

 FORMCHECKBOX 
 Disability

 FORMCHECKBOX 
 Age 

 FORMCHECKBOX 
 Religion

 FORMCHECKBOX 
 Sexual Orientation
	Residents aware of access channels to CSC & how to use them.
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