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Report to Customer & Support Services 

Lead Member Briefing 3rd December, 2007 by

Head of ICT Services
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Introduction
This report summarises the outcomes of the recent Customer Satisfaction Survey conducted during October 2007 by an external consultancy. It forms part of the bi-annual SOCITM benchmarking exercise, the results for which are due in January 2008.    It also includes comparisons to the last survey completed during 2004 as part of the Best Value Review of the ICT Service.

Background

The on-line survey was distributed to 800 customers randomly selected involving elected members, senior managers and council staff.  Customers were asked to rate the service from 1 to 10 with 10 being the best score. The response rate was 22% with 177 customers responding - a result that is confirmed as statistically reliable.

Results Headlines

Results of the survey were very positive with the direction of travel for not only the overall satisfaction improved but also in all five service categories as compared to the last survey in 2004.
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This is considered to be an excellent outcome in the light of:

· Introduction of new systems and software, such as Enterprise and accommodation moves  

· Continually rising expectations and dependency on ICT facilities by customers

· The very substantial service transformation programmes we are engaged in

· Increasing pressures to deliver ever greater efficiencies and value for money  

 Here are just a few of the customer comments included in the survey responses:
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Comparisons of the main service areas

Contributing Factors to Satisfaction Improvements
The service has developed many initiatives since the last survey in 2004/5, as part of our continuous service improvement work, which has had a positive impact, including:

· New organisation structure to serve customer needs more effectively
· Improved communication and engagement with customers across the council, using an increased range of tools and methods, including face to face, Intranet, web casting, newsletter etc… - underpinned by a new Customer Relationship Framework
· Introduction of many in house training and developments culminating in successful attainment of IIP
· Successes of the ICT Service Improvement Board
· In house developed Customer Care Training
· Improved on-line internal processes to deal with call receipting, handling, prioritisation and resolution, including introduction of new business processing and supporting tool 
· New data centre and UPS for greater service reliability and resilience
· Enterprise project providing standard office products and refresh of ICT equipment
· Improved technical support responsiveness and greater frontline support responsiveness via help desk
The following charts show the results for each of the categories surveyed and comparison to 2004 /5.
Detailed Results 
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Conclusions
The external consultant concluded that:

“Satisfaction ratings at the overall and main service level average around 7.5 out of 10, compared to around 7 last time.  It is clear that some improvement in customer perceptions has occurred, and this improvement could be quite considerable”. 

Learning points

It is clear from the comments and the results that we listened to customers last time and implemented improvements that have clearly paid dividends to customer satisfaction.

We will strive to continue to improve all our services and in particular during 2008, those areas identified by customers as a priority:  

· Marketing and awareness of our services

· Aim to reduce the number of problems experienced by customers

· Improve the availability and reliability of some systems

These improvements will be more fully developed and formally included in the 2008/9 service balanced score card and will be underpinned by a range of important ICT developments, including:
· Adoption of new working practices based around the ITIL standard

· Further improvements to our standard working practices

· Increased resilience to the core infrastructure and systems
ICT Services…
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Overall satisfaction level improved from 7.03 to 7.49


Provide training in IT skills improved from 7.24 to 7.96 


Handle requests and problems improved from 7.24 to 7.91


Manage relationships improved from 6.74 to 7.46


Run systems improved from 7.09 to 7.27


Undertake major projects from 6.64 to 7.22











“I think ICT has moved the council forward in many ways ranging from strategic thinking and change management to ensuring that all customers get decent kit to do their work via the Enterprise project”





“I am very impressed with the ICT Services to whom I turn to frequently for assistance and advice”





“I think ICT has improved its services.  ICT staff display a caring attitude and a genuine commitment to supporting and helping customers”





“ICT staff are always really helpful and keen to help find a solution to any problem – I think they’re your best asset”





“Since I first joined this authority I have noticed a significant improvement in ICT’s performance better awareness of customers and their needs greater strategic alignment of ICt to the vision of the council, increased flexibility more willing to listen, this contrasts greatly with previous approaches which are best summed up that the ICt professional knows best not the customer”





� EMBED Excel.Chart.8 \s ���





� EMBED Excel.Chart.8 \s ���








_1240729516.bin

_1257659519.xls
Chart4

		Overall customer care attitude displayed by ICT		Overall customer care attitude displayed by ICT

		Effectiveness with which ICT promotes awareness of its services		Effectiveness with which ICT promotes awareness of its services

		Extent to which ICT is proactive in offering advice and ideas		Extent to which ICT is proactive in offering advice and ideas

		Quality of working relationships between ICT and customers		Quality of working relationships between ICT and customers

		Effectiveness with which ICT keeps customers informed of IT issues		Effectiveness with which ICT keeps customers informed of IT issues

		Extent to which ICT listens to customer views		Extent to which ICT listens to customer views

		Manage relationships overall		Manage relationships overall



2004

2007

Manage relationships

7.01

7.68

5.79

6.97

6.2

7.05

7.41

7.87

6.56

7.24

6.47

7.35

6.74

7.46



Sheet1

		Handle requests and problems

				2004		2007

		Contribution that ICT makes to reducing number of problems experienced		6.61		6.97

		Effectiveness with which requests/problems are dealt with/resolved		7.27		7.91

		Speed with which requests are dealt with and problems resolved		6.36		7.42

		Way you are kept informed throughout the process		6.14		7.18

		Way you are dealt with by the support person		7.75		8.11

		Way you are dealt with when making requests/reporting problems		8.29		8.47

		Way request/problem is understood		7.58		8.14

		Ease of making requests or reporting problems		7.93		8.40

		Requests and problems overall rating		7.24		7.91





Sheet1

		Contribution that ICT makes to reducing number of problems experienced		Contribution that ICT makes to reducing number of problems experienced

		Effectiveness with which requests/problems are dealt with/resolved		Effectiveness with which requests/problems are dealt with/resolved

		Speed with which requests are dealt with and problems resolved		Speed with which requests are dealt with and problems resolved

		Way you are kept informed throughout the process		Way you are kept informed throughout the process

		Way you are dealt with by the support person		Way you are dealt with by the support person

		Way you are dealt with when making requests/reporting problems		Way you are dealt with when making requests/reporting problems

		Way request/problem is understood		Way request/problem is understood

		Ease of making requests or reporting problems		Ease of making requests or reporting problems

		Requests and problems overall rating		Requests and problems overall rating



2004

2007

Handle requests and problems

6.61

6.97

7.27

7.91

6.36

7.42

6.14

7.18

7.75

8.11

8.29

8.47

7.58

8.14

7.93

8.4

7.24

7.91



Sheet2

		Provide training in IT skills and components

				2004		2007

		Effectiveness of ICT's post training support		6.85		7.39

		Extent to which training helps attendees make best use of IT equipment/systems		7.73		7.92

		Effectiveness with which ICT assesses customer training needs		6.63		7.45

		Suitability of training room facilities		8.05		7.94

		Handling of all aspects of course administration		8.51		8.41

		Teaching/delivery skills of trainers		8.34		8.44

		Quality of training content		8.39		8.22

		Effectiveness with which ICT makes you aware of training available		5.93		6.76

		Range of training available		7.72		8.20

		Training overall rating		7.61		7.96





Sheet2

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



2004

2007

Provide training in IT skills



Sheet3

		

		Run systems

				2004		2007

		Communications about system status, planned changes etc		7.42		7.36

		Performance of systems		7.15		6.85

		Responsiveness in accommodating change requests		6.75		7.09

		Timeliness with which system output is delivered to customers		7.36		7.55

		Extent to which availability meets customer needs		7.47		7.59

		Running systems overall		7.09		7.27





Sheet3

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



2004

2007

Run systems



Sheet4

		

		Manage relationships

				2004		2007

		Overall customer care attitude displayed by ICT		7.01		7.68

		Effectiveness with which ICT promotes awareness of its services		5.79		6.97

		Extent to which ICT is proactive in offering advice and ideas		6.20		7.05

		Quality of working relationships between ICT and customers		7.41		7.87

		Effectiveness with which ICT keeps customers informed of IT issues		6.56		7.24

		Extent to which ICT listens to customer views		6.47		7.35

		Manage relationships overall		6.74		7.46





Sheet4

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



2004

2007

Manage relationships



Sheet5

		






_1257661103.xls
Chart6

		Skills in reviewing business processes and proposing improvements		Skills in reviewing business processes and proposing improvements

		Flexibility with which ICT accommodated changing needs		Flexibility with which ICT accommodated changing needs

		Communication about project matters		Communication about project matters

		Effectiveness with which customers involved in project		Effectiveness with which customers involved in project

		Extent to which project is undertaken to reasonable timescales		Extent to which project is undertaken to reasonable timescales

		Extent to which project met customer business needs/issue		Extent to which project met customer business needs/issue

		Understanding customer business needs/issue		Understanding customer business needs/issue

		Major project overall		Major project overall



2004

2007

Undertake projects

6.93

7.19

6.68

7.28

6.44

7.09

6.67

7.23

6.29

7.25

7.1

7.4

7.17

7.41

6.64

7.22



Sheet1

		Handle requests and problems

				2004		2007

		Contribution that ICT makes to reducing number of problems experienced		6.61		6.97

		Effectiveness with which requests/problems are dealt with/resolved		7.27		7.91

		Speed with which requests are dealt with and problems resolved		6.36		7.42

		Way you are kept informed throughout the process		6.14		7.18

		Way you are dealt with by the support person		7.75		8.11

		Way you are dealt with when making requests/reporting problems		8.29		8.47

		Way request/problem is understood		7.58		8.14

		Ease of making requests or reporting problems		7.93		8.40

		Requests and problems overall rating		7.24		7.91





Sheet1

		Contribution that ICT makes to reducing number of problems experienced		Contribution that ICT makes to reducing number of problems experienced

		Effectiveness with which requests/problems are dealt with/resolved		Effectiveness with which requests/problems are dealt with/resolved

		Speed with which requests are dealt with and problems resolved		Speed with which requests are dealt with and problems resolved

		Way you are kept informed throughout the process		Way you are kept informed throughout the process

		Way you are dealt with by the support person		Way you are dealt with by the support person

		Way you are dealt with when making requests/reporting problems		Way you are dealt with when making requests/reporting problems

		Way request/problem is understood		Way request/problem is understood

		Ease of making requests or reporting problems		Ease of making requests or reporting problems

		Requests and problems overall rating		Requests and problems overall rating



2004

2007

Handle requests and problems

6.61

6.97

7.27

7.91

6.36

7.42

6.14

7.18

7.75

8.11

8.29

8.47

7.58

8.14

7.93

8.4

7.24

7.91



Sheet2

		Provide training in IT skills and components

				2004		2007

		Effectiveness of ICT's post training support		6.85		7.39

		Extent to which training helps attendees make best use of IT equipment/systems		7.73		7.92

		Effectiveness with which ICT assesses customer training needs		6.63		7.45

		Suitability of training room facilities		8.05		7.94

		Handling of all aspects of course administration		8.51		8.41

		Teaching/delivery skills of trainers		8.34		8.44

		Quality of training content		8.39		8.22

		Effectiveness with which ICT makes you aware of training available		5.93		6.76

		Range of training available		7.72		8.20

		Training overall rating		7.61		7.96





Sheet2

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



2004

2007

Provide training in IT skills



Sheet3

		

		Run systems

				2004		2007

		Communications about system status, planned changes etc		7.42		7.36

		Performance of systems		7.15		6.85

		Responsiveness in accommodating change requests		6.75		7.09

		Timeliness with which system output is delivered to customers		7.36		7.55

		Extent to which availability meets customer needs		7.47		7.59

		Running systems overall		7.09		7.27





Sheet3

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



2004

2007

Run systems



Sheet4

		

		Manage relationships

				2004		2007

		Overall customer care attitude displayed by ICT		7.01		7.68

		Effectiveness with which ICT promotes awareness of its services		5.79		6.97

		Extent to which ICT is proactive in offering advice and ideas		6.20		7.05

		Quality of working relationships between ICT and customers		7.41		7.87

		Effectiveness with which ICT keeps customers informed of IT issues		6.56		7.24

		Extent to which ICT listens to customer views		6.47		7.35

		Manage relationships overall		6.74		7.46





Sheet4

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



2004

2007

Manage relationships



Sheet5

		

		Manage relationships

				2004		2007

		Skills in reviewing business processes and proposing improvements		6.93		7.19

		Flexibility with which ICT accommodated changing needs		6.68		7.28

		Communication about project matters		6.44		7.09

		Effectiveness with which customers involved in project		6.67		7.23

		Extent to which project is undertaken to reasonable timescales		6.29		7.25

		Extent to which project met customer business needs/issue		7.10		7.40

		Understanding customer business needs/issue		7.17		7.41

		Major project overall		6.64		7.22





Sheet5

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



2004

2007

Undertake projects




_1180779937.bin

