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1.  What is the report about? 
 

 The report provides an overview of the Customer Effort and Customer Satisfaction results, 
together with examples of customer verbatim and suggestions for service improvement, in 
conclusion to customer feedback following their contact with the Denbighshire County 
Council.  
  

2.  What is the reason for making this report? 
 
 To enable the Committee to fulfil its scrutiny role in monitoring:  
 

a) the progress achieved in relation to developing the Customer Effort Dashboard 
b) and benchmarking the Customer Effort and Customer Satisfaction results for multiple 

customer facing council services, against the council’s corporate results.   
 

  To provide the Committee with information regarding examples where customers have 
offered suggestions for improvements to council services. 

 
3.  What are the Recommendations? 
 

  Committee considers the content of this report and, if appropriate, identifies any areas that 
require further scrutiny. 
 

4. Report details 
4.1  Background 

Following a successful pilot in September 2016, Customers, Communications & Marketing 
Service continued to complete independent analysis of Customer ‘Effort’ and ‘Satisfaction’ 
rates, by seeking their views immediately after they accessed service using the Council’s 
Contact Centre.   
 
The survey results provided Denbighshire with a monthly: 
 
a) Customer Effort score – demonstrating how much effort customers have to go to, to 

transact with the Council (the lower the score the less effort is required) and a  
b) Customer Satisfaction score – including a breakdown of scores for each of 8 customer 

service ‘behaviours’.  
c) Customer Comment Report - allowing analysis of customer verbatim to identify service 

improvement areas  
d) Customer Call-back report – allowing the service to ring customers and seek further 

information about how we ‘can do things better’  



e) Agent Feedback reports - customer feedback on the quality of the transaction detailed by 
specific agent who dealt with the call to as to reflect on their own performance and improve 
where necessary. 

f) Customer Facing webpage – published to members of the public via our website, together 
with examples of the feedback received - to view please visit:   
https://www.denbighshire.gov.uk/en/your-council/complaints-compliments-and-
feedback/customer-satisfaction-results.aspx  

 
Over 12 months, analysis of this information identified 3 emerging themes as to why 
customers were not satisfied following their contact with the council:  
 
1) Having being transferred or given a direct dialled number to ring the specific service 

requested, no one answered the phone. 
2) Having left an answering machine message, the customer did not receive a call-back as 

requested.  
3) Having had their enquiry logged onto the system, asking for a specific service to contact 

them direct, no call-back was received.   
 

In response to the above, a ‘Better Telephony Project' was implemented which involved 
enhancements to the existing telephony system enabling improved accessibility for 
customers – increasing their ability to ‘get to the right place 1st time’ when dialling the 
Council’s main telephone number 01824 706000. 

 

Customers can now make enquiries with 4 council services and up to 13 different sections, 
by dialling one direct telephone number.    
 

Further to this and following a report in early 2018, SLT agreed for the survey to be 

extended to other customer facing services which account for the highest volume of calls 

into the Council to explore further service improvements (please see annex 1 for a list of 

services now being surveyed) 

 

In April 2018, we held our first training workshop with service representatives (facilitated by 

the survey suppliers) after which time the first set of service specific results were published 

and benchmarked against the corporate results (please see annex 2 for the latest survey 

results August 2018)  

 

An analysis of customer verbatim also confirm which areas are already performing well and 

which need further improvement  

Highlights:  

“I enquired about the SARTH housing register, I spoke to a lady who was extremely helpful, 

I received all the information required, completed the form, and I am delighted to have been 

offered a property - I move in next week, I couldn't be happier! Thank you DCC!!” 

“Because the lady in school grants could not have been more helpful and understand and 

even said any problems give her a ring she really was perfect person to help me and if at all 

possible please can you pass on my gratefulness and say thank you to her” 

  

https://www.denbighshire.gov.uk/en/your-council/complaints-compliments-and-feedback/customer-satisfaction-results.aspx
https://www.denbighshire.gov.uk/en/your-council/complaints-compliments-and-feedback/customer-satisfaction-results.aspx


Lowlights: 

“I called to request information. The person whom I needed to speak was on holiday so I 

was told I would have to wait till they returned to resolve the issue as there was no cover in 

this area. I'm still waiting for that call”  

 “I reported a dead badger. The lady on the phone was lovely and said she'd contact the 

Trust to collect the body. However, the badger is still there and apart from a distressing 

sight there is the issue of flies and purification in this hot weather”  

Long term trend analysis demonstrates that customers are now having to put less effort into 

contacting the Council to access the service they want, and in doing so they are more 

satisfied with the quality of customer services they received (please see annex 3 for results)  

Future improvement areas have also been identified which will further reduce customer 

effort, increase customer satisfaction and ultimately reduce costs (please see annex 4).  

 
5. How does the decision contribute to the Corporate Priorities? 
  

The Customer Effort and Satisfaction Dashboard directly contributes to the corporate plan: 

Working together for the future of Denbighshire; and its emerging priorities. 

 
6. What will it cost and how will it affect other services? 
  

Monthly fee which includes user support to make best use of the analysis and call-back 

report to maximise the potential to identify best practice and areas for improvement in 

service delivery. 

 

7. What are the main conclusions of the Well-being Impact Assessment?  
 

This is a performance report and no decision is being sought to make any changes 

 that would impact on staff or the community.  Therefore a Well-being Impact 

 Assessment is not required for this report.  

8. What consultations have been carried out with Scrutiny and others? 
 

Regular Scrutiny Reports.  

  
9. Chief Finance Officer Statement 
  

There are no obvious financial implications arising from the report. 

 
10. What risks are there and is there anything we can do to reduce them? 
  

N/A 
 
11. Power to make the Decision 
 

Sections 7.3 and 7.4.2(b) of the Council’s Constitution outlines the Committee’s remit and 
powers with respect of Services’ performance. 

 



Contact Officer: 

Service Improvement Manager 

Tel:  01824 712648  

 


