East Cambridgeshire
District Council

Customer Services Service Delivery Plan 2023 to 2024

Overview of the service

The Customer Services team provides a front-line service for all Council services, East
Cambs Street Scene and Ely Markets, delivering high levels of customer service and
responding in a fast, efficient and helpful manner. The whole team acts as a single point of
contact accessible to all, including the development of the Council’s website and self-
service portal, making ‘ease of use’ a priority and access to Council services 24/7.

The team monitors the needs of customers, customer feedback and works with Service
Leads and partners to create positive communication channels, increase the number of
interactions resolved at first point of contact, identify improvement opportunities and strive
to develop services that meet the needs of our customers.

In addition to the above, the team supports organisational and policy change and presents
them positively. They manage customer expectations by clearly communicating standards
and response times and work to ensure these are met. We maximise the use of
technology and promote and encourage the use of self-service and more cost-efficient
channels such as the internet and online services via the web.

When we are not answering the phone, responding to emails or serving customers face to
face, we have a whole host of admin jobs that we do to support Council Services, ECSS
Ely Markets and Anglia Revenues partnership. Examples range from maintaining the
ECSS waste database and administering the annual Additional Green Waste Renewals
and Business and Markets parking permits to processing cheques, updating the TV screen
in reception and assisting with mail outs.

Cost of service

The cost to run the service is £543,885 per annum.

Staffing Information

1 Customer Services Manager
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1 Customer Services Team Leader

7 Full time Customer Service Advisors
2 Part time Customer Service Advisors
1 Customer Service Apprentice

2 Part time Digital Services Officers

1 Part time Digital Support Officer

Forward planning for Councillors

Proposed date

Proposed item of decision Committee

Half year report 2023 to 2024 November 2023 Operational Services
End of year report 2023 to 2024 March 2024 Operational Services
Service Delivery Plan 2024 to 2025 March 2024 Operational Services
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