SERVICE NAME: Customer Services & Customer Access 
Assistant Director/Executive Head: Bob Clark 
	What is provided and why? 


	Customer Services 
Customer Services provides the primary access channels for the public contacting Torbay Council. 
Face to face services operate in Torquay Connections in Brixham Library and in Paignton Library Information Centre.
The Contact Centre manages telephone contact for a wide range of council services
Customer Services manage the Main Reception at Torquay Town Hall and manage calls to the main switchboard Manages on line transactions and queries from customers
Web Team 
Support and develop the back office systems that Customer Services use as well as customer facing systems.
Provides website design & support and social media support
Income generation from developing and maintaining non Council websites 

Customer Services is not statutory but does offer the public’s main contact to Torbay Council either face to face, through the call centre, main switchboard and on-line transactions. 
Many of the functions supported by Customer Services are statutory, such as Elections, Registrars and Housing.
The service is implementing the Customer Access Improvement Project (CAIP) 

	How does this service support the targeted actions of the Corporate Plan? 
	· Protecting all children

· Promoting healthy lifestyles

· Working towards a prosperous Torbay

· An attractive and safe place

· Protecting and supporting vulnerable adults

This service supports the good governance and functioning of the Council, and through that indirectly supports the delivery of all elements of the Corporate Plan. 



	What drives the demand for the service?


	Customer Services 
Financial Year 2014/15
· over 195,000 calls to call centre
· over 67,000 visitors
· over 90,000 calls to the switchboard
· over 12,500 online queries

	What are the issues / key challenges that need to be addressed? 


	· Further budget cuts leading to reductions in service
· Managing customer expectation and safeguarding the Council’s reputation

· The impact of Universal Credit for customers and Torbay Council 
· Continuing to generate income from developing websites for 3rd parties. We must ensure with have sufficient capacity to maintain the service corporately whilst fulfilling new obligations.
· Finding the resource to review and redesign the intranet. This is required to ensure that it meets corporate requirements and is brought up to date to reflect technological advancements since the last design update. We also need to move it into our new Content Management System. With the increased use of mobile devices by staff/members we need to ensure it functions correctly on these devices (responsive design) – currently this is not the case.


	Are there any key projects in the pipeline?
	· Review of the three Connections Offices. 
· Launch of new fully responsive website with integrated  web chat

· Web advertising
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