
Appendix B – O&SC feedback which has helped shape the revised 
draft Customer Access Strategy

1 Customers sometimes prefer human contact

We continue to provide face-to-face support at Dereham (Elizabeth House), Thetford (Breckland 
House), Attleborough (Library), Watton (Library) and Swaffham (Library) to support customers to use 
our website, where this is possible and practical, in addition to offering extra help to vulnerable 
residents or those with very complex enquiries. 

2 Is the strategy stopping what we have in place at the moment?

We are not proposing to stop or discontinue any of the current contact channels we offer to our 
customers, but we do want to make improvements to the way they are provided, so that we are 
better responding to customer needs, while doing this in the most efficient way possible.

3 What are we doing to improving the phone system?

Customer survey feedback indicates that the majority of our customers are happy with the quality of 
response they receive from our service and our call abandonment rates suggest that people are 
willing to wait an average of around 2.5 minutes for their call to be answered. This is supported by 
the very small number of complaints we have received over the last two years relating to our 
telephone service.

Our average wait times and abandon rate for the year are ‘amber’, which indicates that overall, we 
are balancing our resources against demand in an effective way.

However, we are constantly looking at ways to improve all of our contact channels, including 
phones, and one of the ways we can do this is by improving our website. 

For example, by improving our online processes by making them easier and more convenient to use, 
we plan to encourage greater take-up. This will help relieve pressure on our phone lines so that our 
more vulnerable customers will find it easier and quicker to call us. If our online processes are more 
efficient, we also expect fewer ‘chase-up’ calls to be made, as customers will instead receive 
automated updates on the progress of their request or enquiry.

In addition to this, we are also how our telephone service can be made more efficient and 
responsive through a customer service review currently under way.

4 How do we ensure we are meeting the demands on our telephone contact service and 
supporting our more vulnerable customers? 

We have no plans to withdraw our telephone number or the ability for customers to contact us in 
this way, but we do want to make sure that we are not prioritising one channel over another – as all 
are important to our customers. We have tried to make this clearer in the amended draft of the 
Customer Access Strategy (see tracked changes on p9 and p10)

5 Can we ensure the ‘Report It’ function works as well on a phone as it does on a tablet 
device?

The Digital work programme which forms part of the ICT and Digital Strategy includes a project to 
review all of our’ Report It’ customer journeys. 



Part of this work will involve user testing of each journey using a variety of devices, to make sure 
transactions can be completed as easily as possible on any device.

6 Do we need to collect postcode data?

We will only collect data where it is relevant to the enquiry. However we can use postcode data to 
understand more about our customers, which in turn helps us to better design and provide services 
based around their needs and preferences.

7 Social media is not used by everyone, so can we consider communicating with 
customers through things like parish newsletters?

We already contact parish councils and ask for their help to promote new services or changes to 
existing ones. For example, when we launched the ‘One number for Breckland’ last year, we sent out 
suggested newsletter copy, posters and digital artwork that they could use within their publications 
and websites, as part of our communications campaign. As well as running a story in our residents’ 
magazine, we also emailed members to ask them to help us get the message out in their 
communities.

8 Can we explore the possibility of live streaming to help residents engage with the 
democratic process?

Democratic Services are currently exploring a range of options relating to web casting of meetings.

9 How do we ensure that customers can get to back office services, when required, and to 
appropriately trained staff?

It is really important that the Contact Centre staff are sufficiently trained to deal with as many 
simple enquiries as possible, only passing more complex enquiries to the back-office teams. 

As part of the current customer service review under way, the customer journey for Housing and 
Planning enquiries are two of the key areas of focus, reviewing both the role of the Contact Centre 
and the services in effectively responding to simple and complex enquiries, respectively. 

While this work is undertaken, the Contact Centre is also working to upskill its staff on the additional 
Housing and Planning systems required and making sure every officer is appropriately trained. 

10 We need to make sure the information on our website is accurate and up-to-date and 
minimise systems ‘down-time’

The Contact Centre works closely with the Council’s web team, so if they become aware of missing 
information on the website, they will work with web officers and the services responsible for 
updating their own pages, to ensure information is included and up-to-date. 

We do, sometimes, experience ‘downtime’ to some of our internal systems, and occasionally our 
website, which may impact on the level of service we are able to offer to customers during those 
periods. 



11 Can we consider offering an automated message offering an email alternative…when 
people on hold?

When customers call us and are placed on hold, we already remind them of services that can be 
accessed online, while they wait, as well as providing them with the option for us to call them back 
(if their enquiry is not urgent) when the lines are less busy.’

12 Can we look at visiting schools to tell people what services they can access online (i.e. 
15/16 yr olds)?

Most schoolchildren now are considered to be ‘digital natives’ where their skills far outstrip those of 
their parents and grandparents. While their ability to seek out and access services online will be 
good, their interest in district council core services (Eg: waste, recycling, housing, revs and bens) is 
likely to be limited, making it a challenge to engage with this group.

However, we are currently looking at whether it would be possible to engage with young people to 
act as digital champions, helping to support less digitally able members of their community. There 
may be an opportunity to link this into existing youth volunteering schemes, such as the Duke of 
Edinburgh Award, or the national Citizen Service, both of which are supported by many schools in 
the district. 

This is an idea that we exploring as part of our digital inclusion strategy development.

13 Can we change the language used in the Customer Access Strategy, on page 9, where it 
talks about ‘prioritising online?

In response to feedback received from Members, we’ve looked at the language used on page 9 of 
the strategy, as well as other related references, to make a number of suggested tracked changes.

These include:

P9: Contact strategy by channel 

Online
Changing ‘Give preference to online contact, wherever possible, over all other channels’ to ‘Give 
preference to online contact, wherever possible, while ensuring other channels are available to 
those that need them.’

P10: Contact strategy by channel 

By telephone
Change ‘Answer the phone promptly but not at the expense of other channels (telephone contact 
will not be given preference over other more efficient contact methods) to ‘Answer the phone 
promptly but not at the expense of other channels (telephone contact will be given equal 
importance, but not preference over other contact methods)’

All the suggested amends in the strategy are marked as tracked changes to help identify what 
changes have been made since the strategies were discussed at Overview and Scrutiny Commission 
on 17 August.

14  How are we going to inform residents about the strategy? 

Ahead of the strategies’ official launch date of April 2019, we will be ready with a delivery plan which 
will include staff/customer/member engagement and communications plan. 



This will include how we plan to improve our services and access to them, as well as reassuring 
customers that all existing channels will continue to be available and reminding them of the different 
ways they can contact us.

At key points within the three-year strategy lifespan, we will also be promoting improvements as 
they ‘go live’, linking these back to our strategy and providing updates on next steps/future 
improvements being planned. Where relevant, we will explain how the improvements have 
enhanced customer experience and/or made our services more efficient.

15 When people contact us, how do they know their enquiry has been dealt with?

Part of our strategy over the next three years is to make sure that we are building in a consistent and 
robust customer feedback loop into all our customer journeys.

Using the fly tipping as an example: when people contact us in future to report a fly-tip, our plan is 
to ensure that their enquiry will not only go straight through to the Environmental Services team to 
be actioned, customers will also receive an automated response (by email or text) to assure them 
that their report has been successfully dealt with, minimising the number of call-backs we receive to 
the Customer Contact Centre.


