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Background

East Lothian Council recently carried out an exit survey of users of the Local Area Offices and its six main Libraries across East Lothian.

Similar surveys have been carried out in 2002 and 2005 for the Musselburgh Local Area Office only.

In 2007, the Local Area Office network was re-engineered to bring services delivered from different management structures under a single line-management ie. Customer Services, Revenues, Community Housing and Registration of Births, Deaths and Marriages.
Generic working was introduced across the six Local Area Offices with staff being cross-trained in numerous tasks.

Since 2007 all Customer Service desks within the Local Area Offices, have been merged with Payments Desks creating a wider range of services available from a single point of contact.

Services from the Local Area Offices in the main are accessed predominantly by customers who have a specific need to access welfare or social related services, such as housing, social work, homelessness, criminal justice related service and debt management. 

The majority of these services require a higher level of reassurance than customers would need for services offered over alternative channels such as the web or telephone.

The requirement for increased reassurance when accessing face to face service varies between the two face to face service areas surveyed.
A higher level of reassurance is required when accessing services relating to matters of basic physiological need ie. housing, income (benefit) and social work related matters. 

The sample used composed of 733 interviewed customers.  343 surveys completed within the Local Area Offices (47%) and 390 surveys completed across the 6 main Libraries (53%).
Those completing the questionnaire were asked to do so immediately following using the services in question.  The purpose in approaching the survey in this way was to capture a customer’s immediate impression of how well they were served at that time.  Emphasis was also placed on trying to capture the customer’s immediate view of the Customer Service that had just been offered rather than the overall view of how the ‘Council’ was dealing with their specific needs.
Whilst some evidence shows in the statistics that this has been successful, the qualitative questions show that when asked to be specific and explain their experiences, some customer comments allude to dissatisfaction with general experiences accessing back office service departments or Council procedures in general eg. ‘I have been offered a flat in Musselburgh and I didn’t want there, but now they have given me another’

About the respondents

The respondents represented a broad section of society as outlined in this section.
· Of those visiting the Local Area Offices 42% (152) were male and 
58% female (209)
· Of those visiting the Libraries 41% (152) were male and 
59% (217) were female
Age

People between the ages of 45-54 and the over 65 (43%) are most likely to use the services of the Local Area Offices, whilst people accessing the Libraries are in the main over 65 (40%).  These figures do not include children under the age of 16, who may access the face to face services surveyed.
	
	Local Area Office
	Library

	Age Group
	Number
	Percentage
	Number
	Percentage 

	16-24
	42
	12%
	27
	7%

	25-34
	52
	14%
	48
	13%

	35-44
	52
	14%
	42
	11%

	45-54
	73
	20%
	42
	11%

	55-59
	29
	       8%
	    32
	        9%

	60-64
	32
	9%
	31
	 8%

	65+
	83
	23%
	148
	40%


Housing Status

Looking at the types of houses that people live in also gives a clear indication of the groups in society that are more likely to access our services either from the Local Area Offices or the local Library.

Persons renting from either the Council, Housing Association, Housing Co-operative or privately account for 72% (261) of persons interviewed at the Local Area Offices.   This compares to 23% (84) of Library respondents from the same groups of householders.

72% (264) of Library Customers either owned their own home outright or had a mortgage on their own home.  This compares to 24% (86) of the Local Area Office customers who indicated that they lived in their own home either bought outright or mortgaged.
	
	Local Area Office
	Library

	Home
	Number
	Percentage
	Number
	Percentage

	Owned Outright
	29
	8%
	126
	34%

	Mortgage
	57
	16%
	138
	37%

	Rent from Council
	187
	51%
	63
	17%

	Rent HA/H Cooperative
	24
	7%
	5
	2%

	Rent Private
	50
	14%
	16
	4%

	No answer/other
	16
	4%
	22
	6%


Employment Status

In terms of employment status, the largest variation between customers using  the Local Area Offices and the Libraries is with those who identify themselves as being retired 47% (174) Library and 13% (104) Local Area Office.  

Within the Local Area Offices 10% (37) customers advise that they are not working and long term ill compared to 2% (9) of customers using the Library services.  

A high % of customers who use the Local Area Offices identify themselves as having a long term disability 19% (70), compared to 8% (30) who use the Library service.
	
	Local Area Offices
	Library

	Employment status
	Number
	Percentage
	Number
	Percentage

	Work full time
	68
	19%
	58
	16%

	Work part time
	39
	11%
	37
	10%

	Self Employed
	6
	1%
	0
	0%

	Unemployed – seeking work
	49
	13%
	18
	5%

	Unemployed – not seeking work
	17
	5%
	22
	6%

	Not working – retired
	104
	29%
	174
	47%

	Not working – look after children
	33
	9%
	31
	8%

	Not working – long term ill
	37
	10%
	9
	2%

	Student
	7
	2%
	17
	5%

	No answer/other
	3
	1%
	4
	1%


Disability
With respect to persons who considered themselves to have a disability, 19% (70) represented the customers who were interviewed for the Local Area Offices and 8% (30) represented those interviewed within the Libraries.
	
	Local Area Office
	Library

	Disability
	Number
	Percentage
	Number
	Percentage

	Yes
	70
	19%
	30
	8%

	No
	290
	80%
	333
	90%

	No answer
	3
	1%
	7
	2%


Ethnicity
The core group of customers for Ethnicity for both Local Area Offices and Libraries were White/Scottish representing 94.5% (343) of customers within the Local Area Offices and 88% (343) within the Libraries.
	
	Local Area Office
	Library

	Ethnicity
	Number
	Percentage
	Number
	Percentage

	White/Scottish
	343
	94.5%
	326
	88%

	Asian/Bangladeshi
	0
	0%
	2
	0.5%

	Asian/Chinese
	0
	0%
	1
	0.5%

	White/Other British
	11
	3%
	27
	7%

	White/Irish
	2
	0.5%
	1
	0.5%

	White/Gypsy
	1
	0.5%
	0
	0%

	White/Other European
	4
	1%
	6
	1%

	White/Other White Ethnic Group
	2
	0.5%
	3
	1%

	Any Mixed Multiple Group
	0
	0%
	1
	0.5%

	No answer
	0
	0%
	3
	1%


Customers’ Last Visit

51.02% (374) of service users interviewed had either visited one of our Local Area Offices or one of the six main Libraries within the last six months.
33.29% (244) had visited within the last week.

When customers were asked, ‘On your last visit, how satisfied were you with the way your enquiry was dealt with?’  
68% (233) were very satisfied and 17% (58) fairly satisfied with the service offered from the Local Area Offices

86% (336) were very satisfied and 2% (9) fairly satisfied with the service offered from the Library service.
Satisfaction rates for each facility was as follows:

	Facility
	Number
	% (very/

fairly satisfied)
	Number
	% (very/ fairly

dissatisfied)

	North Berwick Library
	  45
	100%
	0
	0%

	Tranent Library
	  48
	96%
	0
	0%

	Dunbar Library
	  42
	93%
	0
	0%

	Haddington LAO
	  55
	92%
	0
	0%

	Dunbar LAO
	  18
	90%
	0
	0%

	Tranent LAO
	  43
	90%
	1
	2%

	Musselburgh Library
	  87
	87%
	1
	1%

	Prestonpans LAO
	51
	85%
	3
	5%

	Musselburgh LAO
	115
	82%
	5
	3.5%

	Haddington Library
	82
	82%
	0
	0%

	Prestonpans Library
	41
	82%
	0
	0%

	North Berwick LAO*
	9
	60%
	0
	0%


*40% (6) of the customers who visited the North Berwick office advised that they did not know or didn’t think it appropriate to comment on satisfaction.

The variation between the satisfaction levels may be explained by differences in type of business transaction offered by the two face to face Council service areas.

The Local Area Office predominantly focuses on ‘welfare’ and ‘social’ related services such as Homelessness, Community Housing, Benefits, Social Work, Criminal Justice and general enquiries, whereas the Library services offers access to reading and audio materials, internet access, encouraging early reading and general enquiries.
The Reason for Customers’ Visit This Time

Within the Local Area Offices the main reason for visiting was making a payment, 38% (129), followed by 17.5% (60) enquiring about a general Community Housing enquiry.  Services categorised as ‘Other’, accounted for 20% (68) of the responses given by customers accessing the Local Area Offices.

Within the Library service the main reason for visiting was to borrow a book or other material 71% (277), followed by 8% (31) using a PC.  Services categorised as ‘Other’ in the Libraries, accounted for 15% (60) of the responses given by customers. 

	Local Area Office
	Library



	Reporting a Repair
	5% (18)
	Using PC
	8% (31)


	General Community Housing Enquiry
	17.5%
(60)
	Using wi-fi/
own device
	0.5%
(2)  

	Making a Payment
	38%
(129)
	Computer skills class
	1.5%
(5)

	Benefits Application
	12.5%
(43)
	Borrowing a book and other material
	71%
(277)

	Waste/Recycling
	2%
(6)
	Research general
	1.5%
(6)

	Homelessness
	3%
(9)
	Research, family history
	0.5%
(2)

	Registration of Birth, Death and Marriage
	3%
(9)
	Reference section
	0.25%
(1)

	Other
	20% (68)
	Doing Homework
	0.25%

(1)

	
	Learning about interest
	0.5%

(2)

	
	Other
	15% (60)


Customers’ Satisfaction with Today’s Visit
Customer Satisfaction was focused on the experience of dealing with customer service staff within the Local Area Offices or Library staff within the six main Libraries.  This was broken down into the groupings of:

· Timeliness

· Information

· Professionalism

· Staff Attitude 
Timeliness
· Time taken to deal with the enquiry / transaction
Visitors reported a high degree of satisfaction with the time that they had to wait for their enquiry to be dealt with in both service areas. 
In the Local Area Offices 95% (326) said they were either “very satisfied” or “fairly satisfied” with the service provided compared to 83.5% (325) within the Library services.

When broken down further into ‘very satisfied’ and ‘fairly satisfied’ categories, the Local Area Offices attracted a 79% (270) response for ‘very satisfied’ and 16% (56) ‘fairly satisfied’ whilst the Library compared 83% (323) ‘very satisfied’ and 0.5% (2) fairly satisfied.

The main area of dissatisfaction for time taken to speak to someone was the Local Area Office within the Brunton Hall, 2% (7).

	
	Customer Services
	Library

	Very satisfied
	79% (270)
	83% (323) 

	Fairly Satisfied
	16% (56)
	0.5% (2)


· Being able to deal with someone who could help you
	
	Customer Services
	Library

	Very satisfied
	79% (272)
	83%(323)

	Fairly Satisfied
	18% (63)
	0.25% (1)


9% (67 of the total 733 interviewed) of customers asked the question chose don’t know/not appropriate.  In the main these were Library customers.

· That someone took responsibility for your enquiry
	
	Customer Services
	Library 

	Very satisfied
	79% (272)
	82%(321)

	Fairly Satisfied
	18% (62)
	0.5% (2)


Information
· Quality of information you received today

	
	Customer Services
	Library 

	Very satisfied
	60% (207)
	56% (218)

	Fairly Satisfied
	18% (63)
	1% (4)


· That the information you were given was easy to understand
	
	Customer Services
	Library 

	Very satisfied
	62% (214)
	56% (220)

	Fairly Satisfied
	18% (63)
	0.5%(2)


A high proportion of customers chose to answer don’t know/not appropriate, Local Area Offices 18%(61) and Libraries 42% (165)
· That information was all that you needed
	
	Customer Services
	Library 

	Very satisfied
	61% (210)
	56% (219)

	Fairly Satisfied
	17% (59)
	0.8% (3)


· That information you were given was accurate
	
	Customer Services
	Library 

	Very satisfied
	62% (212)
	56% (220)

	Fairly Satisfied
	18% (61)
	0.8% (3)


Professionalism
· Satisfaction with how well staff did their job on this occasion

	
	Customer Services
	Library 

	Very satisfied
	86% (295)
	98% (382)

	Fairly Satisfied
	12% (41)
	0.25% (1)


· That you were treated fairly today

	
	Customer Services
	Library 

	Very satisfied
	80% (276)
	99% (385)

	Fairly Satisfied
	16% (55)
	0.25% (1)


· That your privacy was protected

	
	Customer Services
	Library 

	Very satisfied
	80% (275)
	98% (382)

	Fairly Satisfied
	15% (53)
	0.8% (3)


Staff Attitude
· That our staff are polite
	
	Customer Services
	Library 

	Very satisfied
	91% (313)
	99% (385)

	Fairly Satisfied
	8% (27)
	0% (0)


· That our staff are friendly
	
	Customer Services
	Library 

	Very satisfied
	92% (314)
	98% (384)

	Fairly Satisfied
	7% (24)
	0.25% (1)


· That staff were sensitive to your needs
	
	Customer Services
	Library 

	Very satisfied
	80% (274)
	99% (386)

	Fairly Satisfied
	17% (57)
	0.25% (1)


· How your enquiry was resolved
A high proportion of enquiries were resolved at first point of contact by Local Area Office staff.  This is very encouraging as customers are not having to be passed to the back office to have their enquiry resolved.

The Library statistic, is significantly higher (99%).  Customers accessing Library services do so to access a specific service the Library is offering ie book lending, internet access or respond to general enquiries

	
	Resolved at first point of contact
	Referred to service dept
	Referred and seen at later date
	Referred onto another org.

	Customer Services
	83% (283)
	6% (21)
	5% (17)
	0.6% (2)

	Library
	99% (388)
	0% (0)
	0% (0)
	0% (0)




SPECIFIC QUESTIONS ABOUT CUSTOMER SERVICE AND LIBRARY STAFF
Interviewers taking Customers through the questionnaire were asked to focus the Customer on the visit and/or enquiry that had just taken place at the Local Area Office or Library rather than the Customer’s perception or opinion of East Lothian Council services or back office services in general. 

· Time taken to resolve your enquiry from start to finish
	
	Customer Services
	Library 

	Very satisfied
	72% (248)
	94% (368)

	Fairly Satisfied
	11% (39)
	0% (0)


· Satisfaction with the final outcome of your enquiry
	
	Customer Services
	Library 

	Very satisfied
	70% (239)
	94% (367)

	Fairly Satisfied
	13% (43)
	0% (0)


· Satisfaction with overall service you received 

	
	Customer Services
	Library 

	Very satisfied
	72% (247)
	96% (374)

	Fairly Satisfied
	14% (49)
	2% (8)


ACCESSING OUR SERVICES
· Experience of any barriers to using services provided 
The response to whether there are any perceived barriers to using our services across the two service areas is very encouraging.  Both service areas have a high number of elderly accessing their services.  Of those over 65, 23% of those interviewed represented Local Area Office customers and 40% of those interviewed represented Library customers.
	Barrier
	Customer Services
	Library 

	No
	99% (339)
	99% (385)

	Yes
	0.6% (2)
	1% (4)


SERVICES PROVIDED BY BACK OFFICE SERVICE DEPARTMENTS
The statistics for this section are based on a very low response rate, 60 persons out of a potential 733.  Over 90% of those interviewed indicated that they had not been passed to a back office department/service or alternatively an outside organisation and therefore chose not to answer the questions related to back office customer service.

· Result of contact with service department/section/org
Of those who chose to answer this question, only 60 persons indicated that they had not had their enquiry dealt with at first point of contact.  There is a slight variation to a similar question (no 17) in which only 40 persons had indicated that they had been passed onto a third party.
	Resolved by dept/section/

org
	Still unresolved
	Future appointment made
	Other

	4% (30)
	3% (19)
	1% (7)
	0.5% (4)


· Satisfaction that you were kept up to date with progress

Of the small number that chose to answer 26 customers were very satisfied, 8 fairly satisfied, 1 neither satisfied or dissatisfied, 1 fairly dissatisfied and 1 very dissatisfied.  22 chose not to answer.
· Satisfaction that you had as much contact with the member of staff as you needed to resolve your enquiry

38 were very satisfied, 9 fairly satisfied,1 neither satisfied nor dissatisfied, 0 fairly dissatisfied and 3 very dissatisfied.  

· Satisfaction of time taken to deal with your enquiry

38 were very satisfied, 7 fairly satisfied, 2 neither satisfied nor dissatisfied, 2 fairly dissatisfied and 2 very dissatisfied.

· Satisfaction with final outcome of your enquiry

33 customers were very satisfied, 5 fairly satisfied, 1 neither satisfied nor dissatisfied, 0 fairly dissatisfied and 5 very dissatisfied. 
· Satisfaction with the overall service offered from a Department/Section/Organisation

Of those that chose to answer this question 41 were very satisfied, 10 fairly satisfied, 2 neither satisfied nor dissatisfied, 0 fairly dissatisfied and 4 very dissatisfied. 
Conclusion

The Exit survey that has been carried out is the first survey carried out across two face to face service areas offered by East Lothian Council.

Both face to face service areas have a unique core group of customers.  In the Local Area Offices the group have more welfare and social need provision whilst the Libraries’ core group have a need to borrow books and other material, open learning, child and adult reading development and access to the web.   Both face to face services provide general enquiry support to all customers and this is a significant part of their workload.

The satisfaction levels of the face to face service provided by East Lothian Council through the Local Area Office and the Library network is generally very high with low dissatisfaction levels in all areas.  A recent report from SOCITM identified that within local Councils in the UK, the satisfaction rate for One stop shops/customer access points was around 85% with around 74% being very satisfied and our aim would be to meet or exceed the very satisfied rates where possible.

It is intended to repeat the Exit Survey with Customers from the Local Area Offices on a bi-annual basis to allow us to evaluate performance over time. A larger sample of Customer data would also be sought in order to increase the reliability of data collected.
Data from this report will be shared with staff from both services and also back office service departments to ensure that Customers comments can be considered and where practicable improvements made to service delivery.
The outcome of the Exit survey and any subsequent service improvements made as a result will be locally shared and displayed.
Diane Robertson

Service Improvement Manager
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