Customer Forum – 10.11.2010
Paignton Library and Information Centre
(All comments made during the forum are in bold text, Answers to these are in italic.)

1. What are your thoughts on the new queuing system?

· Do not like new system of taking a ticket.  Has no idea on wait times, could ticket advise this or wait times be displayed clearly on plasma?

It is not possible to show wait times as we are unable to judge length of one enquiry to the next, so this could be misleading to customers
· Quick service, queuing system better

· Seemed quieter in Palace Avenue, can anything be done about the noise in the new building?
We have installed the glass acoustic panels between each serving area to reduce noise carrying however if requested customers can be seen privately in an interview room.
· There was a lack of seats, can further seating be arranged?
We have 10 seats in the connections waiting area and there are now additional seats for surgery rooms 5 & 6

· When ticket system works it’s good as customer can go off and come back again but can be temperamental 
It’s a new system and we have experienced a few teething problems but the system we have installed is used in many other councils and has a very good reputation for reliability so will hopefully settle in soon.

· System was not working today but when used previously proved to be excellent

As answered above

· Confidentiality is an issue and needs addressing.
Each desk is 2 metres long with an additional 60cm between desks, which gives as much space as possible between customers when being served, there are also glass acoustic panels now installed between each desk.  We can offer private interviews in the room 5 or 6

· Waiting area is much better, a big improvement
· Need better signage to confirm that you can put in a request for a private interview room as they do have in Torquay Connections, this could prevent a customer from seeking guidance.
We now have the same posters displayed in Paignton Connections as we have in Torquay.

2. What were your first impressions on entering the building?

· Very nice inside, was not so great outside
· Pleased to see that there were plenty of people on the front desk

· Much better access into the building
· Safer road crossings are needed
There is a zebra crossing outside the front of the building and a pedestrian crossing but the bus station.

· Large, open welcoming which felt overwhelming

· Felt like a Community Centre and not a Library
Although the main purpose of the building is the library, we do hold many other services here like Connections, different functions & meetings even educational classes so the building will have a very different feel to it but will also supply the opportunity to many different people to use its facilities.
· Building feels cold and impersonal

· Good access to computers

· Better reference facilities needed as same stock with all Libraries in Torbay
Many reference materials are available on-line, and may be accessed form home via the library website using the library card number and PIN number.
Because Torquay reference library is a centre of excellence for printed reference materials, enquirers can find all the bay’s unique printed reference materials in one place, and can be assisted to access them by specialist trained staff.
· Happy that the toilet facilities are available

· Library is a modern user friendly centre and I am sure with its various functions it will prove a major asset to Paignton

· I have only used the Library twice and my initial reactions are I find it to be very spacious and the layout meets my requirements
· The natural lighting is excellent and is one of the few modern designed buildings in the town and really raises the quality of the area.  Hopefully as this section of Paignton is further developed future buildings will be compatible with the new Library

· Would like to take the opportunity to congratulate Torbay Council for the provision of such a modern building.  Wishing the Library and staff a very happy and successful time there.

3. How easy did you find what you were looking for?

· There was no signage showing where to go, is this something that can be rectified or have a triage?
There are now signs in place and we also have the front desk in the Paignton Library that customers can get directions at. The signs that we do have are simply lists of what’s in the building – they are not directional.

· It was harder to find books, better signage needed to rectify this 

Further Shelf signage has been supplied and is now in place 

· Laid out very well

· Books are now under genre as opposed to author

· Good spacing and computers nicely spread out

· Librarians still needed even though there is machine checkout

· Lay out was good

· General feel was overwhelming – Different to normal

· Children in the building were disruptive, especially around the computer area downstairs
After the initial excitement of the new building, behaviour is now more controlled and a lot less disruptive
· DVD’s racked behind each other, difficult to access
This stand allows DVDs to be filed in order, and therefore makes it easier to locate specific titles

4. What do you think about the signage in the building?

· Signs needed to show surgeries in entrance/Connections
To be arranged when notice boards are in place
· Community notice board
These are now on order and we should receive shortly
· Entrance sign needed, advising where to go

There are signs in place advising of the services within the building, however these are not directional. We do however have a front reception desk where a member of staff will be available to assist in directing.
· Floor directions needed
These are in place and situated by the lift.
· Small signage for computer area

· having no sense of performance, everything seems to be temporary

· No thought put into the different areas

· Need signage for when surgeries are being held
To be arranged when notice boards are in place.

5. Is there anything that you would have done differently in this building?

· The toilet soap dispensers need changing as they are dangerous
All of these have now been replaced.
· Café area is quite drafty, screens are needed to block the draft – The heat screen at the front door was not working so once this has been fixed may make a difference
There is still a fault with the heat curtain, but this is being followed up and we hope for it to be fixed shortly
· Computers need to be put in a separate area or “quiet room”

Unfortunately there is currently no plan to move these.
· Signage of services in front door – large print
There is a large sign in place on the approach to the building. This is outside on the left hand side as you walk up the steps at the very front.
6. Do you know what services are on offer here?

· Other clubs will be using facilities
· Weight Watchers

· Torbay Library Services

· Torbay Bookshop

· Scrabble tournaments 
We also book out many of the rooms that are available upstairs, you can contact the library directly to do this.

7.  How would you rate the Connections office here compared to the old Palace Avenue office?

· 100% better

8. We currently offer surgeries such as Adrian Sanders; Drug & Alcohol support; Stop smoking; Housing Benefit appointments & Housing Needs appointments (homeless).  What other surgeries would you like to see operate from here?
· Pension Service

· Department of Work & Pensions – Needs to be reinstated

· Age Concern

· Torbay Pound is by appointment only at Torquay or Paignton, this needs advertising - Plasma screen will be used to advertise service, no date known for this at present however
· Torch Fellowship – Union Street – Could this be a possibility for a surgery, aids Housing problems
· Credit Unions

· Advice on desperate situations – How to manage if no relatives or friends

· Dial surgery charity organisation for elderly needed
All above surgeries will be looked into and we will implement any that are found to be beneficial for our customers.

Benefits – Assessors going directly to claimant’s employers/ landlords for information regarding earnings and rent.

· Could be problems with landlord / employer knowing that your claiming
· Would be happy to go directly to landlord but not employer

· It’s the customer’s responsibility to get information not the councils.

· Would be fine with this if there was an additional tick box on forms for customer to agree to do this.
The general consensus from this forum is that if they would be happy for us to go straight to the landlord for information but not as happy for us to go to their employer for details regarding income. 

We have not yet taken any steps into making these changes but if when we do the most likely solution is for us to amend our claim forms to include a tick box that asks customer if they are happy for us to contact their landlords/ employers on their behalf. This means we can make the appropriate contact for each individual claim.

Council Tax – E-billing

· Would be happy to receive by email 

· Cost effective

· Would be happy if we were all given the choice

· Better as can lose paper bill easily
We are looking into implementing E-billing within the next 12 months for customers who choose to have their bills this way. However the success of this depends on our IT team being able to successfully create the appropriate software to achieve this alongside our current systems.

If any more information is received on this, I will cascade at future forums.
