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We know that customer trends have changed since March 2020, with more and more customers
accessing services by phone and online. We also know that for a small number of people phone and
digital isn’'t an option. We are looking at how we might reintroduce face to face customer services and
asked our customers, particularly those who dropped into our Customer Service Centres, how they
contacted us previously, and how they would like to access our services going forward. This is what
they told us.

Before covid restrictions began in March 2020

o of our customers had
dropped in to a Customer
) ; 0 Service Centre.

The reasons they dropped in were:
Unaware they could phone ......ccccciieiiiiiiiiiiiiiiieniieneenennes

No other option available ...ccccccceveieiiiiiiiiiiiiaiianaaees
Unabletocall ...cccoeveeereeeccencoccnconcoccncoccnconcanes
Customer Preference . ..c..cccecceeccccccccccccccccscons

Could notresolve online ......ccceeeeeeeecccccccecenes

Hand in forms ...........ccciiiiiiiieneieeneeeccecncsecnons

We wanted to know more about how often our customers

dropped in to our Customer Service Centres and they said: .
| rarely dropped in

(Less than 4 times

a year)

51%

I drop in

I drop in
once a once a

quarter

| dropped
month

in once a

| dropped
in weekly fortnight, 18% 18%
4% 9% S ! é é
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When our customers dropped in to a Customer Service Centre the 5 most popular enquiry
types were:

B 27% &' @& 199, Housine
D 17 Yo seishbourhood 159 fousing
B 119 pousins

We wanted to know more about why our customers who had previously dropped in to
Customer Service Centre chose to speak with us face to face:

1% 153% 11%

said it was a said they coulc!n’t said they didn’t
preference complete their have a digital
enquiry online device

P@ or b;g/:,one PO

2% 1%
said it was due to a said they don’t

disability/ have a phone
vulnerability

& £,
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The Future

We asked our customers how they would like to access our services in the future.

32% R418% Y

would prefer to make of customers
contact in person would like to access

50%

would like to access
our services by phone

our services digitally

;3 We were interested 32 0/ of our customers would prefer
0

to contact us in person.

to find out why

This is what they said:

Idon’thave aphone ......cccovveiiieiiiiinenieciccncccnccnacsns

I have a disability ......ccccccevviiiiiiiiiiiiiiiiiieiiineeaann,

I don’t have access to a digital device -:cccccccccceeccees

| can’t complete enquiry by phone or online

| preferfacetoface ...........ccviiiiiviiiiiiiiiiinnnnnnn.

We were also interested to hear what other ways our customers would like to communicate with us
and 35% of people said they would like to use other digital channels.

(C256% ()442% ()A(=31%

of our customers are of our customers are of our customers are interested
interested in using interested in video in both webchat and video
webchat calling calling
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This information can be made available, on requesl, in braille, large print or audio formals
and can be franslated info o range of languages. Contact details are provided below.
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Niniejsze informacje moga zostac udostepnione na zyczenie, w alfabecie Braille'a, w druku
powiekszonym lub w formacie audio oraz moga zostac przettumaczone na wiele jezykow
obcych. Dane kontaktowe znajdujg sie ponizej.

Faodar am fiosrachadh seo fhaighinn, le iarrtas, ann am braille, cld mér no clar fuaim agus
tha e comasach eadar-theangachadh gu grunn chananan. Tha fiosrachadh gu h-iosal mu
bhith a' cur fios a-steach.

South Ayrshire Council
Contact Centre
0300123 0900






