
 
 
 
 
 
Policy and Finance Committee      

 
Date:    24 February 2020 
 
Title:   Customer Service Strategy 
 
Purpose of the Report: To provide the Committee with 

information in respect of Customer 
Service.  

 
Contact Officer: Sue Perry, Senior Administration Officer 

(fixed term) 
 Sarah Sandiford, Head of Democratic & 

Central Services  
 

 

Corporate Objective/s  LLTC Five Year Plan – 
Operational Efficiency, 
objective 4: to develop a 
customer service strategy. 

Implications:   

Financial X  

Human Resources   

Operational/Service 
delivery 

 To ensure the Council is 
meeting the needs of residents 
in answering queries 

Procedural/Legal X  

Risk/Health and Safety X  

 
 

1. RECOMMENDATION 
 

Should Members be minded, the proposal is: 
 
1.1 To note the report and the proposed timeline of further activity.    
 

 
 

2. BACKGROUND 
 

2.1 In July 2015 the Administration team (now Central Services & Democratic 
Services) conducted analysis of the enquiries received, via reception, for the 
month.   

 
 



 
  
 
2.2 The purpose at that time was to assess: 

 

 how many enquiries were received for one month 

 how many of these enquiries were on matters within the Town Council’s 
remit 

 how many of these enquiries were on matters within Central 
Bedfordshire Council’s remit 

 the method of enquiry  
 

2.3 With advances in communication, including the website and social media 
channels, it was decided to conduct a similar review throughout January 2020 
for comparison and to determine whether the Town Council was continuing to 
meet customer expectations and needs.  
 

2.4 Current Town Council office opening hours are 9:00am – 5:00pm Mon-Thurs 
and 9:00am – 4:30pm Friday. Part of the reason for the exercise is to ensure 
these opening hours continue to reflect peak times for customer enquiries. 
 
  

  
3. REVIEW PROCESS 

 
3.1 Reception and Administrative Officers have recorded all enquiries coming 

through Reception for the month of January (22 working days). 
 
3.2 Results have been added to a spreadsheet to enable assessment of patterns 

and trends across working hours, days of the week, method of enquiry and 
subject matter.    
 

3.3 These results have been reviewed to understand how people are engaging with 
us and to challenge whether we are fielding enquiries in the most effective way, 
including resourcing and opening times. 
 

3.4 The attached report at Appendix A summarises findings for the Committee’s 
information.  
 

3.5 In addition, the graph at Appendix B summarises the topics of enquiry (on 
matters within the remit of the Town Council). By far the highest volume of 
enquiries was relating to venue hire and it will be interesting to see whether this 
level is maintained later in the year.  
 

3.6 Results have prompted more questions about the distribution of enquiries 
during the normal morning and afternoon opening hours which prompts a 
Phase 2 survey, possibly in March. 
 

3.7 If there are any significant changes to existing arrangements suggested from 
these findings, these may then be the subject of detailed consideration by the 
relevant committee.  



 
  

 
 

4. TIMESCALE 
 
4.1 The table below sets out the proposed timescales for next steps:  
 
 

1 Record all Phase 1 enquiries coming via 
reception for the month of January 2020 

Completed 

2 Compile results into spreadsheet to allow 
analysis and comparison with the 2015 
findings 

Completed 

3 Report initial findings to Committee Policy & Finance 
Committee  
24 February 2020  

4 Begin Phase 2 to record enquiries coming 
into reception for the month of March 

 

5 Use Phase 1 and Phase 2 outcomes to 
review and consider whether any changes 
are required to existing opening hours, 
communications mechanisms or 
resourcing levels in order to meet 
customer expectations. 

 

 
 
 
End.  


