Council’s Customer Charter Audit 2007/08
	The Council’s promises to the customer:

	The Council is committed to providing a high-quality service to our customers

	Measurement:

	Residents are satisfied overall with the services provided by the Council

	2003
	2004
	2005
	2006
	2007

	70%1
	85%1
	79%1
	82%1
	811

	Our commitment to you means that Council staff will:

	· be friendly, helpful, approachable and professional

	Measurement:

	Residents were satisfied with the friendliness, helpfulness, approachability and professionalism of staff (2004 & 2005 referred to indoor leisure staff)

	2003
	2004
	2005
	2006
	2007

	-
	62%1
	57%1
	-
	711

	· respond quickly and efficiently to requests for Council services

	Measurement:

	Residents agreed the Council responds quickly and efficiently to requests for Council services

	2003
	2004
	2005
	2006
	2007

	-
	-
	35%1
	61%1
	641

	· respond promptly to all enquiries about our services

	Measurement:

	Residents agreed the Council responds promptly to enquiries about Council services

	2003
	2004
	2005
	2006
	2007

	-
	-
	68%1
	61%1
	631

	· give you straightforward information about our services

	Measurement:

	Residents agreed your Council keeps residents informed about what is going on

	2003
	2004
	2005
	2006
	2007

	65%1
	61%1
	56%1
	53%1
	561

	· answer telephone calls quickly and help you to use our facilities

	We aim to answer all calls within 10 seconds of the first ring

	Measurement:

	Percentage of calls answered within 10 seconds of the first ring

	2003/04
	2004/05
	2005/06
	2006/07
	2007/08

	94%2
	92%2
	94%2
	93%2
	90%2

	Measurement:

	Average time to answer calls

	2003/04
	2004/05
	2005/06
	2006/07
	2007/08

	7.5 seconds2
	6.6 seconds2
	6.9 seconds2
	7.7 seconds2
	8.4 seconds2

	· consult customers regularly and take account of their comments

	Measurement:

	Residents agreed your Council consults with and listens to the views of local people

	2003
	2004
	2005
	2006
	2007

	37%1
	47%1
	43%1
	42%1
	42%1

	Measurement:

	Customer satisfaction surveys completed across all Council departments

	2003/04
	2004/05
	2005/06
	2006/07
	2007/08

	18
	26
	27
	19
	13


Customer Charter Audit 2007/08 (cont’d)
	· promote equality and fair treatment

	Measurement:

	Residents agreed your Council treats all local people fairly and without discrimination

	2003
	2004
	2005
	2006
	2007

	75%1
	77%1
	72%1
	73%1
	75%1

	· aim to offer you value for money

	Measurement:

	Residents agreed your Council is efficient in the delivery of it’s services

	2003
	2004
	2005
	2006
	2007

	80%1
	80%1
	73%1
	73%1
	78%1

	Measurement:

	Residents agreed that the quality of Council services are average or above in terms of value for money

	2003
	2004
	2005
	2006
	2007

	-
	89%1
	94%1
	95%1
	90%1

	· aim to continuously improve our services for customers

	Measurement:

	Residents agreed that Council services have improved over the last year

	2003
	2004
	2005
	2006
	2007

	59%1
	45%1
	43%1
	43%1
	44%1


Source: 1 Residents Survey 2007 (2003, 2004, 2005 & 2006 results where available)

                                               2 BT Call Management Information Report (monthly)

