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Customer Service strategy –
Public Consultation Feedback March 2022

Customer Service
strategy public
consultation feedback
March 2022
Number of responses – 44
(42 via the online portal and 2 by email)
Strategy will impact you – 23
Strategy will not impact you – 19
Impact positive – 12
Impact negative – 13
No comment – 19

Feedback
Not everyone will have access to digital
This is addressed in the strategy. We will identify a
better geographical spread of face-to-face contact
opportunities than before. Also, there is no intention in
the strategy to remove telephony which continues to
be a popular channel.

How will we empower employees
This will be covered in the strategy as part of a
cultural change programme. A project will need to be
developed to make this happen.

History of ignoring public opinion
We are gathering and acting on public opinion as
part of our consultation and engagement strategy.
In terms of the customer service strategy, there is
a desire to improve the way that we listen to our
customers and to use customer feedback to improve
the way that we deliver our services.

Little evidence that NSC acts on consultancy
results. Introduce rules on this.
This strategy includes things that we plan to do to
listen better; provide a forum for our residents to
give us feedback on our services and collect more
comprehensive customer satisfaction feedback from

you and respond by using it to redesign services
around you. In terms of consultations in general, we
are gathering and acting on public opinion as part of
our consultation and engagement strategy.

History of money wasted
This comment sits outside of the customer service
strategy and appears to be a wider issue. In terms of
the customer service strategy, any proposed changes
which will be delivered as a project will require a
clear proposal and will be delivered with good
governance.

Want to have main council telephone number
on the website, especially for Council Tax
This already exists in the Contact Us section of
the website which is in the header of the website.
https://www.n-somerset.gov.uk/contact-us.

Need to have the right IT tools in place to
deliver, not one size fits all, and enough staff
Each aim within the 5-year strategy will be planned
and some will become projects which will require
funding and resources. All new ICT systems should be
properly tested with our residents and officers before
going live to ensure that they are fit for purpose.
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Specific issue raised regarding internal system
Confirm.

out with a view to better understanding the problem
within North Somerset and finding solutions.

This is a specific internal issue and has been raised
with the head of ICT.

Fix broken links on the website

MyAccount should be optional and have option
to have more than one photo.

We have software which alerts us to broken links,
so they are updated regularly. Any issues with the
website can be reported online

MyAccount can be optional and is being discussed
as part of the future strategy of MyAccount. However,
there is little support from officers for anonymous
reporting as some issues can be difficult to find, e.g. a
pothole on a very long road. Having customer details
means that we can go back to the customer with
any questions to get the issue fully resolved. There
are some scenarios where anonymous reporting is
appropriate, however.
With regards photos, there is no limit on the number
of photos we can accept. The decision of how
many to collect is made by the form author. The
only limit we have is the type of file and the size of
each individual file (no more than 25MB per file is
allowed)

More information about what we are doing
about the digitally excluded and removing
barriers to digital access.
This sits within our Digital Strategy as an action and
is currently being worked on. A working group has
been set up and initial research has been carried

https://www.n-somerset.gov.uk/report-aproblem-with-website

Desire to go back to reception offer in the
gateway to provide face to face support for
all or at least have someone who can make
appointments for people
A decision has been made to change the offer in
the Town Hall to an appointment only basis. We
are currently taking on average 80 appointments
a month and have the capacity to achieve this and
could provide more if needed. Appointments are
triaged by the contact centres, and we find that many
issues can be resolved over the phone, removing the
need to travel to the Town Hall. Most appointments
are for Blue Badge applications and scanning of
documents. Having said that, we are reviewing the
face-to-face offer as part of this strategy.

Strategy focuses on digital, and customer needs
telephony offer
The strategy is digital first, but still recognises that
we need to continue to offer other channels. We
are reviewing the face-to-face offer and there is no
intention in the strategy to remove telephony.

Greater clarity around the face-to-face offer
As part of the strategy, it is our intention to develop
the face-to-face offer with the aim to provide some
cover around North Somerset.

Want to be able to do more online
We have a digital first approach which means that
we will look at the digital offer as a first response, but
also look at how service can be supported for the
digitally excluded.

Concern about computer access in the libraries
being diminished with Word no longer being
available.
This has been raised with the Head of ICT and is
being actively investigated
Explain how you intend to achieve the strategy or the
measures. What are the priorities and where is the
action plan. Concern whether aims can be delivered.
An action plan with priorities will be developed
once the strategy has been signed off. The strategy
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is currently only in consultation and has not yet been
approved. This will happen at the end of April.

Nothing about working in partnership with
health, parish councils, police
There is a section in the strategy about working in
partnership.

Involve customers in your plans, focus on what
customers wants not what NSC want to show.
The strategy outlines how we want to work with our
customers to deliver our plans.

to deliver a bin). It is their responsibility to get back
to the customer and improving this forms part of the
Customer Service strategy.

Improve feedback for online reporting so that
the customer is fully informed, e.g. if you close
a report for something the customer assumes it
has been done and may not have been.

Like the idea of customer champions who are
good at communicating with customers

This is part of the Customer Service strategy and is a
priority

We plan to work to have customer champions in
place.

Library service would like improve ICT provision
to support customers

Improve website navigation – could not easily
find consultation
We plan to improve the search function on the
website very soon

This has been raised with the head of ICT.

Prefer telephony over digital
Vulnerable wouldn’t have been able to access
the online consultation
The strategy has been discussed widely and we
have engaged with various groups to ensure that we
received feedback from different groups, for example
the Equality Stakeholder Group, the Disability Access
Group and we have met with deafness groups face
to face.

Who takes ownership of reported issues and
who get back to the customer?
Online reports are passed to the back-office systems.
Once received they are either picked up by an officer
or by one of our contractors who will carry out the
request (for example, assess a pothole or arrange

Local surgery to support residents
It is our intention as part of the strategy to develop the
face-to-face offer and provide some cover around
North Somerset.

Concern by officers that customers dictate what
we do and how we do it.
The strategy states that we plan to put the customer at
the centre of what we are doing, to talk to customers
to find out what they need, and to use our limited
resources effectively. We recognise that we may not
always be able to meet customers’ needs or wants
but we will do the best we can and explain why if we
can’t.

There are no plans in the strategy to remove
telephony

This point was liked – improve our data sharing
practices making sure that you only need to tell
us your information once wherever possible.
We are hoping to put in place improved systems to
enable this.

What do we say is good customer service
The vision states what want to achieve at a high
level. The council offers over 600 different services
so stating what good customer service looks like for
all services would be unlikely to work. For example,
good service for bin collections could be consistently
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collecting on time, whereas good service for
delivering an enforcement notice could be that we
are working openly and transparently, and within the
law.

More emphasis on “gaps” in service
We are not certain what this comment relates to,
but we are aiming to look at end-to-end customer
journeys to ensure that they work well for the
customer and for the council.

Couldn’t find evidence of a charter
We have not yet decided whether we will publish a
charter. This will be considered as part of the strategy
delivery.

It isn’t a strategy, it’s statement of aspirations

Provide a mechanism to ensure that residents
without online access are aware of consultations
and where to get a paper copy to respond.
An address provided to return the responses.
Earlier notifications recommended. North
Somerset Council to notify all parish councils of
its consultations.
This request has been passed to the team who
manage consultations. The link to this consultation
was shared with all town and parish councils via
email.

It is a very-difficult-to-digest list of things one
after the other
We’re sorry that it was difficult to read. The content is
an excerpt of the whole strategy, so we tried to make
it shorter and more succinct but perhaps we didn’t
succeed.

A strategy is a plan of action designed to achieve a
long-term aim. The strategy outlines our aims and an
action plan will be created once the strategy is signed
off.

Suggested condensed to single page
We may decide to condense the strategy into a
smaller document for some circumstances, but for
consultation we felt it was important for all the
information to be available to review and comment
on.
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This publication is available in large print, Braille or audio formats on request.
Help is also available for people who require council information in languages other than English.

31084 0522

Please contact 01934 888 802

