Appendix 7

Customer Survey Analysis November 2005

In October 2005, the Benefits Section issued Customer Survey forms to a random sample of 500 claimants who had had a reassessment of their claim for benefit in the previous 6 months, a similar form was issued to the 398 landlords who were is receipt of Housing Benefit directly from the Council in respect of their tenants.

As of 24/11/05, 128 of the Customer Survey Forms have been returned representing a 26% return and

119 of the Landlord Survey Forms have been returned representing a 30% return. 

The following results show how our customers and landlords have rated the benefits section against Best Value indicators (BV80).

BV 80 a) Satisfaction with the Service : Contact and Access

Target 80%
2003/04
Customer Survey 2005
Landlord Survey 2005

Actual
71%
92%
87%

Comments
An excellent result taking into account the problems created by the January Floods.

BV 80 b) Satisfaction with the Service : Service in the benefit office

Target 80%
2003/04
Customer Survey 2005
Landlord Survey 2005

Actual
66%
92%
90%

Comments
This is an excellent result despite the complex ever changing benefit regulations.

BV 80 c) Satisfaction with the Service : Telephone Service

Target 80%
2003/04
Customer Survey 2005
Landlord Survey 2005

Actual
53%
79%
69%

Comments
Once the section has relocated back to the Civic Centre and the new telephone system is installed, satisfaction with the service will improve as turnaround times shorten.

BV 80 d) Satisfaction with the Service : Staff in the Office

Target 80%
2003/04
Customer Survey 2005
Landlord Survey 2005

Actual
78%
83%
86%

Comments
Comprehensive training packages and individual training has given customers and landlords alike confidence with staff capability to answer their queries.

BV 80 e) Satisfaction with the Service : Clarity of forms

Target 80%
2003/04
Customer Survey 2005
Landlord Survey 2005

Actual
55%
73%
80%

Comments
A new benefit claim form was recently introduced based on the national model claim form. A total redesign of benefit award letters will take place in the next 12 months, resulting in clearer letters for customers and landlords. 

BV 80 f) Satisfaction with the Service : Time taken for a decision

Target 80%
2003/04
Customer Survey 2005
Landlord Survey 2005

Actual
66%
84%
74%

Comments
Current performance indicators show that New Benefit applications for benefit are processed in 22 days against a national target of 33 days.

BV 80 g) Satisfaction with the Service : Overall Satisfaction

Target 80%
2003/04
Customer Survey 2005
Landlord Survey 2005

Actual
74%
82%
68%

Excellent

24%
14%

Good

58%
54%

Average

13%
28%

Poor

5%
4%

Comments
A total of 82% of customers surveyed and 68% of landlords surveyed thought that the service provided by the benefit section was good – excellent. With moving back to the Civic Centre and changes in work procedures the small percentage of people who were surveyed that thought that we offered a ‘poor’ service should see an improvement.

Rural and Urban Households -  Satisfaction with the Service : 

Overall Satisfaction

Target 80%
Rural


Urban

Actual
91%
80%

Excellent
26%
23%

Good
65%
57%

Average
9%
14%

Poor
0%
6%

Comments
A total of 91% of Rural Customers surveyed and 80% of Urban Customers surveyed thought that the service provided by the benefit section was good – excellent.



The Benefit Section is currently in a healthy position, claims are being processed well within government targets and it is hoped that the section will be able to meet top quartile performance by the end of the financial year. Training and changes in operational procedures have been or will be introduced to address indicators which are not meeting their targets.

