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The Customer Services Team ran a series of surveys from 1st November 2024 to 7th February 2025.  
Customers were surveyed after using our face to face appointment service, calling inbound to our 
contact centre on 0300 123 0900, and on using our telephone appointment service. You can find out 
more about each survey below. 

The Customer Service Team – Customer Survey

Face to Face Appointments with Customer Services 
Uptake for face to face appointments is very low, with most of our customers choosing to contact 
us by phone or digitally. Last year, less than 1% of customers needed a face to face appointment. 
These appointments are available for those who cannot manage their enquiry online or by phone. 
This may be because the enquiry is very complex, or sometimes because they have a disability, or a 
vulnerability, which makes dealing with their enquiry online or by phone difficult.  

The survey which was targeted at those who used our face to face service was completed by 46 
customers. We asked about their experience of the face to face appointment service and why they 
chose to have a face to face appointment. 

What services were our customer trying to access in person?

The most common services being accessed by the respondents of the survey were as follows: 

Council  
Tax

26% 17% 
Benefits, Welfare, 
Food or Financial 

assistance

15% 
Housing  

services including 
housing repairs

Why the customers we surveyed chose a face to face appointment?

What did our customers say about using the face to face appointment 
service? 

of respondents said that the face to face appointment service met their needs! 98% 
“My enquiry was difficult 

to resolve but I was happy 
with the process and how it 

was handled.”

“It is lovely to 
speak to someone 

face to face.”

“Being older it is more 
awkward to use online - I 
am grateful for the face to 
face appointment service.”

“Very happy with 
the service.”

Here are some of the comments our customers left us:

30% 
(14 Customers)

stated that it was 
their preference

24% 
(11 Customers)
stated that they had 

no access to a phone, 
the internet, or didn’t 

know how to use online 
services

17% 
(8 Customers)

stated that their 
enquiry couldn’t be 
completed online

13% 
(6 Customers)

indicated other 
reasons. For example, 

language barriers 
or dropping into the 
office as they were 

passing

11% 
(5 Customers)

stated that they 
had a disability or 
vulnerability which 
made using other 

methods of contact 
difficult 

2% 
(2 Customers)
stated that they did 
have access to the 
internet but didn’t 
know how to use 
online services 

 

of respondents would 
be interested in using a 
telephone appointments 

service. 

50% 
of respondents would 
be interested in using 
email to make contact. 

11% 
of respondents would be 
interested in using online 
applications or enquiry 

forms. 

11% 

What other ways would our customers like to access our service?

We also asked our customers about a range of other contact routes which we may be able to make 
available in the future. Those who had used the face to face appointments service indicated an interest 
as follows: 

of respondents would 
be interested in using 
a chat bot or live chat 

services.

9% 9% 
of respondents would 
be interested in using 

text messaging service.
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Inbound Calls to Customer Services Services (0300 123 0900)
Inbound calls to Customer Services remains the most common route to accessing our services, with 
over 170,000 calls to 0300 123 0900 last year.

The survey which was targeted at those who called us on 0300 123 0900 was completed by 437 
customers. We asked about their experience of the service and why they chose to use this contact 
route.

What services were our customers trying to access when calling 
0300 123 0900?

The top 3 services being accessed by the respondents of this survey were as follows: 

What did our customers think about the service we provided when calling 
0300 123 0900?
95% of our Customers rated the service as 5 stars! 

Here are some of the comments our customers shared about the service when calling:

“Thankful can do it over the phone as don’t want to put 
payments details incorrect. I am 91 and housebound so unable 

to do it service any other way. Over the phone is perfect as I 
have carers in and I call in a time that suits me best. So many 

things are online and I am not online.”

“Pleasure to speak to 
some polite, courteous 
and helpful, you have 

went extra mile.” 

“Highly impressed with today’s service. Completely satisfied all 
my concerns were dealt with. Lovely and professional manner.” 

“Each time I phone in 
I get nothing but great 

help, positive feedback. 
Service is very good.”

“Thought service was very helpful and was able to give good 
advice. Made feel relaxed and confident about decision i have 

to make.” 

Why the customers we surveyed choose to call us?

39% 
called regarding 

Housing Services 
including Housing 

Repairs. 

25% 
called regarding 

Domestic Waste and 
Recycling Centres 
or, Parks and Open 

Spaces.

21% 
called regarding 
their Council Tax 

Account.

50% 
chose to call 0300 123 
0900 to deal with their 
enquiry as they prefer 

to handle enquiries 
over the telephone.

19% 
chose to call 0300 

123 0900 to deal with 
their enquiry as their 
enquiry couldn’t be 
completed online. 

12% 
chose to call 0300 123 
0900 to deal with their 

enquiry as they have no 
access to the internet, 
or do not know how to 

use online services.

5% 
chose to call 0300 123 0900 to deal with 
their enquiry as they have a disability 

or vulnerability which makes using 
other methods of contact difficult.

8% 
indicated another reason which 

they did not specify.

What other ways would our customers like to access our service?
We also asked our customers about a range of other contact routes which we may be able to make 
available in the future. Those who had called us on 0300 123 0900 indicated an interest as follows: 

78% 
of respondents 

would be interested 
in using a telephone 

appointments service. 

38% 
of respondents would 
be interested in using 
a chat bot or live chat 

service.

35% 
of respondents would be 
interested in using text 

messaging service. 

30% 
of respondents would 
be interested in using 
email to make contact. 

19% 
of respondents would 
be interested in using 
online applications or 

enquiry forms. 
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Telephone Appointments with Customer Services 
Our telephone appointment services were introduced to enable advisors to schedule appointments to 
assist those who needed help to complete a blue badge application over the phone. This service was 
expanded to enable customers to book telephone appointments for council tax enquiries, which can be 
complex and lengthy. Last year we conducted an average of 56 telephone appointments per month.

The survey which was targeted at those who used our telephone appointment service was completed 
by 67 customers. We asked about their experience of the telephone appointment service and why they 
chose to use it. 

43 respondents had an 
appointment for a Blue 
Badge Application 24 respondents had an 

appointment for a 
Council Tax enquiry.

Why the customers we surveyed used the Telephone Appointment Service?

stated that they found 
it convenient to receive 

a call at a mutually 
agreed time. 

37% 
stated that they had no 

internet access.  

15% 
stated that the enquiry 
couldn’t be completed 

online. 

9% 

stated that they didn’t 
know how to use online 

services.

30% 9% 
indicated another 
reason but did not 

specify.

All respondents agreed with the following statements: 

“It was easy 
to organise 
a telephone 

appointment.” 

“The telephone 
appointment 

service met my 
needs.” 

“I would use 
the telephone 
appointment 

again.”

Here are some comments our customers shared about using the telephone appointment system:

“Telephone appointment service is excellent. 
The young lady had patience, took her time and 

explained any small questions I had.”

“As a shift worker find it hard to call in during 
office hours, but the ability to book a telephone 

appointment at a time that I know I will be 
available is great.”

“The staff I have spoken to have been fantastic, 
heard them very clearly and found them so easy 

to talk to, they spoke clearly and slowly with me.”

What other ways would our customers like to access our service?

We also asked our customers about a range of other contact routes which we may be able to make 
available in the future. Those who had used our telephone appointments service indicated an interest 
as follows: 

91% 
of respondents 

would be interested 
in using a telephone 

appointments 
service. 

30% 
of respondents 

would be 
interested in using 
a chat bot or live 

chat service.

19% 
of respondents would 

be interested in 
using text messaging 

service. 

22% 
of respondents 

would be 
interested in using 

email to make 
contact. 

9% 
of respondents would 
be interested in using 
online applications or 

enquiry forms. 
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