Benefits Survey Results
As part of National Customer Service Week (5th – 9th October 2009), a Benefits Officer visited each Contact Centre to conduct a survey on improvements that could be made to the Benefits Service.  All customers were asked to take part and 33 surveys were completed, 19 from people already in receipt of benefits and 14 from people who do not receive benefit.  Here’s what we found:

89% (17 respondents) of benefit claimants surveyed strongly agreed that the benefits service was easily accessible.
79% (24 respondents) of all customers surveyed did not know that there was a benefits visiting service.  We are now advertising this service on our website and in each Contact Centre.
79% (11 respondents) of people surveyed who do not currently claim benefits would choose Contact Centres as their preferred method of accessing the benefits service.
57% (8 respondents) of people surveyed who do not currently claim benefit, did not know that you could claim if you were on a low income.  We are introducing new leaflets giving guidance on making a claim that will be available on our website and in each Contact Centre.
100% (19 respondents) of benefit claimants surveyed, who had contacted the Benefits Department recently, thought that staff were polite, friendly, treated customers with respect and explained things clearly.

Thank you to everybody who took part.
