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 Providing Resilient Customer Service and a Cohesive Organisation - Update 
 
1. Purpose of the Report 
 
1.1 To inform Members of the progress being made in support of continuing to improve 

customer service while at the same time developing a more cohesive organisation.  
 

 
2. Background 
 
2.1 At the September 2019 NPA meeting, Members agreed the adoption of a set of 

principles to guide Officers as they sought to review and make best use of the 
resources available in the Authority’s administrative functions. These principles were as 
follows; 

 
Principle 1: Maintain current areas of excellence;  

 Principle 2. Adopt specialist responsibilities;  
  Principle 3. Value and champion the importance of administrative support;  
 Principle 4. Ensure systems/technologies are adopted to achieve efficiency and 

relevance;  
 Principle 5. Improve organisational cohesion.  
 
2.2 Putting further efficiencies in place is vital to continue to achieve value for money and to 

ensure that staff in these posts are able to work to their full potential as technology 
changes.  

 
3. Progress to Date 
 
3.1 The Head of Corporate Services and administrators have met on several occasions 

and agreed an action plan for delivering a number of changes to take place of the 
coming months. This has been endorsed by the Senior Leadership Team. Many of the 
actions are of a detailed operational nature, but several are worthy of further mention 
here. 

 
3.2 Firstly, at FRASC in February Members agreed that the annual Customer Service 

Excellence assessment was, after 20 years, considerable effort for diminishing returns 
in terms of improvements to customer service. Instead, it was agreed that the next 
assessment should be in 2022 and in the intervening years, the Authority would use the 
time and resources previously spent on this to engage in initiatives designed to improve 
customer service, while retaining an element of external scrutiny. These initiatives 
included; 

 
• engaging mystery shoppers to sample all services, both face to face and 

electronically, with a detailed report of findings; 
• delivering customer service training bespoke to the needs of different staff groups; 
• assessing processes from a customer point of view to ensure that they are as user 

friendly as possible. 
  



 

3.3 Secondly, the current system of answering external phone calls will be modified to 
ensure that callers who wish to speak to a colleague in the planning team are able to 
have their call answered first time by a member of that team. Currently calls for the 
Planning team (which make up nearly 50% of the total) are answered at least twice. All 
other calls will be continue to be dealt with initially by Reception staff and forwarded to 
other Officers as appropriate. Officers intend publicising this change via the Moors 
Messenger and social media beforehand so that local residents (the most likely callers 
for the Planning team) are aware of the change in advance.  

 
3.4 A wide range of other activities are also underway to reinforce the messages in the 

Authority’s Clear Communications guide and ensure that staff are fully able to 
effectively use all of the administrative systems at their disposal to ensure customer 
service is as strong as possible. 

 
4. Financial and Staffing Implications 
 
4.1 Adoption of the principles will result in great clarity being given to a number of job roles. 

Revised job descriptions are being developed for a number of posts and will be 
discussed with the staff concerned shortly. As previously explained it is likely that any 
changes will result in some staff costs, not currently allocated, being available for 
savings. 

 
5. Legal Implications 
 
5.1 None arising directly from this report. 
 
6. Recommendation 
 
 That Members: 
 
6.1 Note the contents of this report. 
 
 
Contact Officer 
Ian Nicholls 
Head of Corporate Services 
Tel No 01439 772700 
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