
 

APPENDIX  4 

 

What we said we’d achieve in 2012/13 

Priority Outcome: Transformation – Changing 

the way services are provided to ensure value 

for money. 
 

Quarter 2 

 

How are we doing so far? 

 

We said we would: Provide services which meet the needs of the 

community 
 

By: 

 

Produce District Needs Analysis  

The District Needs Analysis was approved by Cabinet in 

September and has been published on the Council’s website. 

 
 

 

 

Produce Ward based Needs Analysis 

The Ward Profiles were approved by Cabinet in September and 

have been published on the Council’s website. 

 
 

 

 

Produce public perceptions analysis comprising customer 

insight information and existing perceptions data. 

An analysis of customer insight and perception information was 

received by Cabinet in September alongside the District and 

Ward documents.  
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We said we would: Improve the effectiveness of communications 

with our residents 
 

By: 
 

Conduct annual Communications Surveys 

 

This was conducted between 23 July and 31 August 2012. 

Two surveys were carried out; one for internal customers and 

one for external. These were available to be completed online 

or by completing a paper copy. Employees in the customer 

Contact Centre and the main civic reception also assisted with 

the completion of surveys.     

The number of surveys completed externally increased from 357 

in 2011 to 570 in 2012, a 62% increase.    

The number of surveys completed internally virtually remained 

the same; 99 in 2011 and 98 in 2012.   

Externally 63% are satisfied with external communications. This 

was 59% in 2011. 

Internally, 67% are satisfied with internal communications. This 

was 50% in 2011. 

 

 

 

 

Report to Cabinet in August on web-access through QR code 

technology during 6 month Trial (Jan-June 2012) and if 

successful, potential options for service delivery. 

 

The outcome of this trial was reported to Cabinet in September 

2012. There has been a large increase in the number of 

residents accessing information on the Council website via a 

smart phone or mobile device.  The number of hits on the 

Council’s website increased from 2% in 2010 to 17% in 2012.  This 

reflects the national take up of smart phones, which has 

doubled over the last 2 years.    

The future use of QR codes will form part of the new Customer 

Service Strategy which will include the improvement and 

enhancement of existing channels utilising the new telephony 

and CRM solutions.  
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Quarter 2 Case Study 
 

External Communications Survey 

 

This year saw a 62% increase in the number of completed external surveys. 

This can largely be attributed to the customer Contact Centre and reception 

employees assisting with the completion of these this year.  Completion of 

surveys online was also promoted heavily resulting in 140 this year compared 

to 8 in 2011. 

 

In order of preference, residents want to receive information via: 

1. The website 
2. Newspapers 
3. Council offices 
4. Printed literature 

     

The popularity of accessing information via the website is also demonstrated 

by the use of mobile phones to access information via the internet (the 

website). This has greatly increased. In 2011 it was 27% of respondents and 

this year it was 51%.  This also corresponds with the increase in the number of 

hits to our website from a mobile; it was 2 % in 2010 and 17% in 2012.  

 

The number of people who want to get information via social media such as 

Twitter and Facebook has increased from 5% in 2011 to 16% in 2012. 

Satisfaction with social media is also very high; Twitter was 92% and 

Facebook was 97%. 

 

Below are some quotes received from residents about social media: 

 

• ‘Cannock Chase Council really seem to get new media. They actually 

understand that it’s an interactive medium’ 

• ‘I have found it very beneficial to contact the Council via Twitter to tell 

them about fly tipping. Very effective, keep up with it’   

• ‘I strongly believe this is the way forward for the Council to engage 

with a wider audience’  

 

The importance of communicating with residents using traditional forms of 

communication such as newspapers is still a priority.  The challenge is to 

ensure all methods are utilised in order to reach as many people as possible. 

The Communications Strategy 2011-2014 states the Council’s 

communications vision – communicating the right messages to the right 

people, in the right format.        
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Internal Communications Survey 

 

Whilst the number of completed surveys didn’t increase this year, the results 

did; 67 % of employees are satisfied with internal communications, it was 50% 

last year. 

 

In order of preference, employees want to receive information via: 

1. Team meetings 
2. Communications emails 
3. Chief Executive’s Briefings 
4. Core brief 

    

81% of employees said they had a Team meeting and 96% said they were 

useful.  

84% of employees said they had a Team meeting last year and 88 % said 

they were useful. Team meetings are a popular and effective way for 

employees to receive information within CCDC.  

 

98% of employees said they read the communications emails and 90% said 

they find them useful. This is a small increase from last year. 

 

Below are some direct quotes from employees: 

 

• ‘Core brief and communications emails are much improved’  

• ‘I feel informed, information is always fed through the channels and 

everyone is kept up to date’ 

• ‘You get to know relevant information promptly’  


