ENVIRONMENTAL SERVICESDIVISION

CUSTOMER SATISFACTION TELEPHONE SURVEY

A total of 33 cases were input.

Q1. How did you contact the Environmental Services Division:
30
28
26
24
22
20
18 I By letter
16 [] By e-mail
[ ] visit
14 I Direct Telephone
12 [ ] Council Switchboard
10 B other
8
6
4
5 |
o - ]

Q2. If by phone or visit:

how would you describe the speed of the response:

20

18

16

14

12

10

0 [

Bl very Good B Poor
[] Good [ ] Very Poor

[ ] satisfactory B Engaged on more than one occasion



Q3. If by phone or visit:

how did you rate the attitude of the person to whom you spoke:

24

22

20

18 —

16 —

14 —

12

10 —

B Vvery Good I Poor
[] Good [ ] Very Poor
[ ] satisfactory

Q4. Were you given a name so you knew to whom
you spoke?

No
9%




Q5. How did you rate the quality of the information

given:

Poor
11%
\

Satisfactory
7%

Very Good
54%

Good
29%

Q6. If by other means how did you rate the time
taken to respond to you:

Good
Poor 50%

50%




Q7. Overall, how satisfied were you with your first
contact with Environmental Services:

Dissatisfied
No opinion 7°\AJ
7%

Satisfied
13%

— __ Very Satisfied
73%

Q8. Were you referred to a Contractor (ie. Cannon
Hygiene, Cleanaway)?

No
79%



Qo. If your enquiry was referred to a "case officer" (ie. someone dealing
with your particular matter):

Very Good Good Satisfactory Poor Very Poor

I Was the time taken to contact you, by that officer?

[ ] How did you rate the attitude of that officer?

Q10. Did you receive a clear explanation as to how
your enguiry/complaint would be handled?

No
14%

86%



Q11.
How did you rate the advice/information given

or the appropriateness of the action proposed?

Poor

Satisfactory 70\/0
7%

Good
33%

\ Very good

53%

Q12. Did you receive a written response to your
enquiry?

Yes
— 39%

No
61%




Q13. Was it clear and understandable?

Yes
100%

Q14. Overall how would you rate the performance of
the officer dealing with your case?

Good
27%

\Very Good

73%



Q15.

Q16.

Which Contractor did you contact?

B Cleanaway (Refuse Collection/Street Cleaning)
[] cannon Hygiene (Pest Control)

B other

Overall, how would you rate the performance of
the contractor dealing with your
enquiry/complaint:

Very Good
30%

Poor
50%

Good
10%

Satisfactory
10%



Q17. If the case has been completed:

20

18

16

14 —

12

10

Yes No

Il Were you satisfied with the outcome of your complaint/enquiry?

[] 1f no, was it explained to you why the matter could not be resolved:

Q18. Irrespective of the outcome, are you/were you
satisfied with the way your complaint/enquiry is
being/was handled?

7%



Q19.

How would you describe the nature of your enquiry/complaint?

12

10

, LK

B Food Hygiene (related matter)

[ ] Health and Safety at Work

B Pollution Control

'] Premises Licensing

[ ] Infectious Diseases

| ] Neighbour "nuisance”

B Housing Standards (Not Council Houses)
I Home Renovation/Disabled Grants
B Energy Efficiency matters

|| stray dog control

B Pest Control

B Abandoned Cars

'] Domestic Refuse Collection

[l Street Cleaning

|| Public Toilets

B Trade Waste Services

| ] Recycling



Q20. In terms of value for money is this:

No Opinion
13%

\

Satisfactory
16%
\ Good
71%
Q2L In terms of value for money is this:
Poor
No Opinion 3.3%
3.3% /
Satisfactory \
13.3%

\ Good

80.0%



AND FINALLY:

Had strong back around for aweek. Return bin to property. Needs more than 1 pink bag.
Would like larger bin as 7 in family and only has asmall bin.

More collection at Pin Mill - isadisgrace.

Would like lane swept sometimes.

More Recycling

Wheslie bins put away by people out of sight.

One to one correspondence to clear up matter.

Brown bin scheme.

Very pleased with service everytime she rang from Babergh.

3 weeks for contractor contact.

Want brown bin.

Told info would be passed to Engineers but light still not working in Car Park Lamp No. 116.

Insufficient bits of local authority.

Inappropriate location of Play Centre. Moveswhen money is put in it and encourages them to climb.
Containers for garden refuse at Sudbury Amenity Site always full.

Would have liked awritten response. Wastold bin.

Further examination and breaking down of recyclablerefuse. List more care how we dispose of rubbish.
Gave up waiting for somebody to ring back.

Car dtill there!

Wouldn't go out when she wanted. Knocked at door and was on mobile, gave him 2 plastic bagsto get rid
of rat and put in wheelie bin - crawling with maggots.
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