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Audit Of Bruslee Recycling & Civic Amenity Site


Service Standards

(1 April 2008 to 31 March 2009)

· Good signposting for customers.

1 94% of users were very (71%) and fairly (23%) satisfied with the signposting of the site (84%, 2006).

1 97% of users were very (76%) and fairly (21%) satisfied with the signposting of on site facilities
(96%, 2006).
2 Mystery Customer Visit Reports.

· Assistance is provided to customers, if required, within 5 minutes of entering the site.

1 98% of users were very (80%) and fairly (18%) satisfied with the user friendliness of the site
(99%, 2006).

2 Mystery Customer Visit Reports.

· Staff are clearly identifiable, being in uniform and wearing a name badge at all times.
2 Mystery Customer Visit Reports.

Supervisor site visit every day.

· The site is clean and ready for use.

1 98% of users were very (83%) and fairly (15%) satisfied with cleanliness of the site.

· Payments received from businesses will be actioned within 24 hours.

Transaction report from the computer and audit of the payment files. 

· Be friendly, helpful, approachable and professional.

· Respond quickly and efficiently to requests for Council services.

· Respond promptly to all enquiries about our services.

1 96% of users were very (85%) and fairly (11%) satisfied with the helpfulness of staff on site.

2 Mystery Customer Visit Reports.

· Give you straightforward information about our services.

1 90% of users were very (65%) and fairly (25%) satisfied with the information available on Bruslee.

· Answer telephone calls quickly and help you to use our facilities.

2 Mystery Customer Visit Reports.

3 91.2% of phone calls to Bruslee were answered (92.8%, 2007 to 2008).  
3 It took on average 19.8 seconds to answer the phone at Bruslee (14.9 seconds, 2007 to 2008).  
Audit Of Bruslee Recycling & Civic Amenity Site

Service Standards (cont’d)
(1 April 2006 to 31 March 2007)

· Consult customers regularly and take account of their comments.

1 Bruslee Exit Survey every two years, in line with the consultation strategy.

4 Bruslee User Group meet twice a year, in line with the consultation strategy.  

5 Residents Survey annually, in line with the consultation strategy.

· Promote equality and fair treatment.

5 70% of residents believe the Council treats all local people fairly and without discrimination
  (75%, 2007 to 2008).  
· Aim to offer you value for money.

5 89% of residents consider the quality of council services are average and above in terms of
  value for money (90%, 2007 to 2008).  
· Aim to continuously improve our services for customers.

1 99% of users were very (83%) and fairly (16%) satisfied with the site overall (99%, 2006).

5 97% of users were very satisfied (74%) and fairly (23%) satisfied with the site.  

   (93% of users were very satisfied (66%) and fairly (27%) satisfied with the site, 2007 to 2008).  
· The Council aims to resolve all complaints within 10 working days in accordance with the Councils complaints procedure.  

6 There have been no complaints recorded for Bruslee from 1 April 2008 to 31 March 2009.  
(0 complaints, 2007 to 2008.) 
· Compliments are formally recorded.  

7 There have been five compliments recorded for Bruslee from 1 April 2007 to 31 March 2008.  
(1 compliment, 2007 to 2008.)
1 Bruslee Recycling & Civic Amenity Site Exit Survey (April 2009).

2 Mystery Customer Visit Reports (April and September 2005, January, May and October 2006, September 2007, July 2008 and September 2008).

3 Monthly BT Call Management Information Reports for Bruslee Recycling & Civic Amenity Site (April 2008 to March 2009).

4 Bruslee User Group (February and October 2006).

5 Residents Survey 2008 (December 2008/January 2009).

6 Crystal Reports – Cleansing Services (1 April 2008 to 31 March 2009).

7 Compliments Report – Cleansing Services (1 April 2008 to 31 March 2009).
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