Survey Results- National Customer Service Week
As part of National Customer Service Week (5th – 9th October 2009), a Benefits Officer visited each Contact Centre to complete a survey on the Benefits Service to see if improvements could be made to the service we provide.  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 benefits.
Results of the 19 questionnaires completed by people in receipt of Benefit 

When did you last contact the Benefits Department?
· 84% (16 respondents)- less than 1 year

· 11% (2) - 1 – 2 years
· 5% (1) - unknown
How have you accessed the service (ticked all that apply)?

· 58% (7) -telephone
· 5% (1)- email
· 5% (1) - website
· 63% (8) - Contact Centre
· 5% (1) - other (through GP surgery)
· 5% (1) - unknown
Do you think the service is easily accessible?

· 89% (17) - strongly agree

· 11% (2) - slightly agree

Are you aware that there is a visiting service?

· 26% (5) - aware

· 74% (14) - unaware

How would you improve the service?

· Publicise the visiting service

If you contacted the Benefits Department recently, do you agree or disagree with the following statements:
                                                                                          Agree          Disagree

· Staff were polite and friendly                                            100% (19)          
· Staff knew what they were talking about                               100% (19)
· Things were explained clearly in a way I could understand       100% (19)
· I felt that I could ask questions                                                   100% (19)
· I was not rushed                                                                          95%  (18)       5% (1)
· Staff treated me with respect                                                      100% (19)
· Generally I am satisfied with the staff in the enquiry area          100% (19)
Comments: Customer felt a bit rushed at the Contact Centre as it was very busy

Results of the 14 questionnaires completed by people not in receipt of Benefit

Do you know the different methods of accessing the service (ticked all that apply)?
· 71% (10) - telephone

· 36%  (5) - website

· 71% (10) - Contact Centre

· 7% (1) - email

What would be your preferred enquiry method (ticked all that apply)?

· 64% (9) - telephone

· 14% (2) - website

· 79% (11) - face to face

· 7% (1) - leaflets

Are you aware that there is a visiting service?

· 29% (4) - aware

· 71% (10) - unaware

Are you aware that you could claim Benefit if you are on a low income?

· 43% (6) - aware

· 57% (8) - unaware

Information provided: 3 benefit forms
