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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.
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Before covid restrictions began in March 2020

The reasons they dropped in were:

Customer Preference 

of our customers had 
dropped in to a Customer 
Service Centre.70% 

40%

Unaware they could phone 1%

No other option available 4%

Unable to call 7%

Could not resolve online 15%

Hand in forms 33%

We wanted to know more about how often our customers 
dropped in to our Customer Service Centres and they said:

I dropped  
in weekly  

4%

I dropped 
in once a 
fortnight,   

9%

I drop in 
once a 
month

18%

I drop in 
once a 
quarter

18%

I rarely dropped in
(Less than 4 times 

a year)

51%
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When our customers dropped in to a Customer Service Centre the 5 most popular enquiry 
types were:

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: 

Council  
Tax27% Housing  

services19% 
Neighbourhood 
Service17% Housing 

Repairs15% 
Housing 
Benefit11% 

71% 15% 11% 

2% 1% 

said it was a  
preference

said they couldn’t  
complete their  
enquiry online  

or by phone

said they didn’t 
have a digital  

device

said it was due to a 
disability/ 

vulnerability

said they don’t 
have a phone
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The Future

We asked our customers how they would like to access our services in the future.   
This is what they told us.

would like to access 
our services by phone

50% 
would prefer to make 
contact in person

32% 
of customers  
would like to access 
our services digitally

18% 

32% We were interested 
to find out why

of our customers would prefer 
to contact us in person.

This is what they said:

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.  

I don’t have access to a digital device 

16%

Other
2%

I don’t have a phone
1%

I have a disability
1%

I can’t complete enquiry by phone or online

I prefer face to face 70%

10%

of our customers are 
interested in using 
webchat

56% 
of our customers are 
interested in video 
calling

42% 
of our customers are interested 
in both webchat and video  
calling

31% 
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