
Customer Service Survey – January 2020 

Purpose  
    

       

To create a tick chart to analyse enquiries all non-targeted* enquiries coming into the White House, 
by date, day of the week, time slot, method, responsibility area, and specific enquiry area, for a one-
month period. Then to compare results, where possible, to a similar survey which took place in July 
2016. The purpose is to identify any changes in the way the public engages with us and therefore any 
changes we might need to make to our customer service provision. We will then create a Customer 
Service Strategy that addresses the results. 
 
*Note that this survey does not include any enquiries made directly to individual Officers, only those 
coming via Reception and the Administration Team. 
 
The Survey 
 
We looked at:  
 

Time slots, to include before opening hours and after opening hours  
To ascertain the level of enquiries coming through reception and the admin team, including out of 
hours, and address whether our opening hours are still in line with public need. 

 
Method of enquiry - walk in, telephone, email, social media, letter 
To see whether the public are changing the way they make their enquiries, especially as our media 
channels have widened to offer more options for contacting us 

 
Responsibility area  
To see the levels of non-LLTC enquiries and whether they have changed significantly. 

 
Specific enquiry area 

To understand which areas most non-targeted enquiries are coming from and 
therefore consider whether information in those areas could, or needs to be, 
improved. 

 

 

Results 

We had 948 (non-targeted) enquires in January 2020, compared to 523 in July 2016.  

Although this would appear to be a rise of 425 enquiries, or 81.26%, the 2016 survey did not include post 

and email enquiries, so a true comparison cannot be made. Based on more detailed analysis (see later in 

report) it seems likely that enquiries are up across all channels compared to 2016. 



 

Compared to 2016, when Wednesday was the busiest day of the week, we can see a complete change of 

pattern, and the beginning and end of the week tend now to be busier in 2020.  

The 2016 survey didn’t include weekends at all, so we are unable to draw comparison. Also, as the new 

telephone system automatically switches to voicemail out-of-hours and at weekends, and the White House 

is unmanned, therefore it’s difficult to get a clear view of how many enquires could potentially be being 

made at these times, apart from email/social media enquiries.  

 

 

 

Although the number of enquiries is much higher, the ratio of enquiries by responsibility hasn’t changed 

much, with 83.4% of enquiries being for the Town Council this January compared to 85.47% in July 2016. The 

‘Other’ enquiries count has risen very slightly. This area includes tourist information, post & couriers, other 

tenants enquiries etc.   

 

Responsibility  Jul-16 Jan-20 2016 Percentage 2020 
percentage 

LLTC 447 791 85.47% 83.44% 
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CBC 56 98 10.71% 10.34% 

Other 20 59 3.82% 6.22% 

  523 948 
  

 

 

 

 

 

Breaking the results down into average enquiries per hour, we can see that the busiest time of day by far is 

the morning, and we see evening activity as well.  

 

 

 

 

Method of Enquiry 
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Email and post weren’t recorded in July 2016 and we didn’t have the contact options by social media 

channels in the way we do now. However, despite these additional options we had 100 more telephone 

enquiries in Jan 2020 compared to July 2016 which is a 38% rise. 

 

Calls to voicemail Out of Hours 

Voicemail Stats  

Total 25 

Weekend 12 

(Saturday) 8 

(Sunday) 4 

Before Hours - Between 12.01 am and 9 am 6 

After hours- Between 5.01 pm and 12pm 9 

 

Conclusions: 

As January began with a Bank Holiday, with returns to work and school tending to be staggered throughout 

the first week, enquiries were low during the first couple of days but quickly picked up pace by week two. 

With no events in the calendar, we would expect January to be quieter than July. Therefore these results 

were a surprise.   

Mornings are busier than afternoons.  
8-9 am is busier than expected given that we open doors at 9 officially and phones are set to go to voicemail 
before 9am.  
4-5 pm is known to be quieter but this hasn't been picked up on this survey due to the way the survey was 
written. 
The enquiries in the evening demonstrate the ongoing need for out of hours enquiry channels.  

Numbers of out-of-hours calls picked up by voicemail are fairly low, and don’t seem to suggest our opening 

hours need to change.  
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There is justification for a second survey to answer questions arising from this one.  
The next survey will break down the day into 30 (or even 15) minute blocks to see a better picture of the 

morning and afternoon patterns.  

Email, Social Media and letter were not taken into consideration in the 2016 survey therefore we can’t easily 

draw a comparison, however, it’s notable that 5 years later when we do have additional online 

communication channels available, walk-ins have continued to increase and telephone contact has increased 

by 38%. 

With hand-held devices now a part of everyday life and a new generation much happier to text than pick up 

the phone and speak, it is reasonable to assume that email contact has risen since the 2016 survey, even 

though we don’t have 2016 figures to prove this. 

It is proposed that a second survey with more emphasis on times of day than methods, be conducted in 

March. By then we hope to have the Orbtalk telephone stats for out of hours contact as well, which will 

again increase our understanding of whether we are still addressing the needs and expectations of the 

public.  


