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2015-16

FC Overall
Improvement
Over Time

Responsiveness to Stage
2 complaints continues to
improve with the overall
responsiveness staying
the same. Customers are
now surveyed 4 weeks
after a complaint to ask
how their complaint was
handled.
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Information Requests

. On time

2015 3017 (88%) | 336 B e There was a 12% increase
in requests from 2016
to 2017 and early

2016 3168 (89%) = 357 projections show that

there could be as much
as a 19% increase in 2018.

2017 3584 (79%)

2018 1101 (82%)
(1st Qtr)

0| 1,000 | 2,000 3,000 4,000 5,000
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v

4,034

Registered
Deaths

2016/17
3,906

26,754

Extracts

issued

2016/17
27,971

Registration
Accuracy 2015

98%

O

3,412

Registered
Births

2016/17
3,668

(=
870

Online extract

orders

2016/17
1,061

1,568

Registered
Marriages

2016/17
1,624

773

Marriage
Ceremonies

2016/17
803

2018
97%

Registered
Still Births

2016/17
19

257

Nationality
checks

2016/17
211

New British
citizens

2016/17
172

£530,394

Income

2016/17
£536,413
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£1,923,082.33
Scottish £2,000,00

Welfare Fund . .
Trends
£1.500,000 g,

Community Care Grants \
£1,250,000

- £1,081,357.62
. Crisis Grants w

£742,008.18
= £899,332

£1,000,000

£750,000
£491,411.19 f:548,5
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13,091Y 3,658

Crisis Grant ~ Community Care

13,031

14,667

Awarded

applications
2016/17

83% wr 60%

Crisis Grant Community Care
Award rate Award rate

Calls answered

2016/17
17,048

Applications ‘ Applications
2016/17 2016/17
11,707 3,313

48.2%

Online

2016/17 2016/17
82% 53%

Average award

Crisis Grant £84.69
Community Care Grant £508-30
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£ oy Total spend £1,913,888

food, fuel,
essential

£899 ,332 items
pa?%selits

£297,001 £170,575

Kitchen Bedroom
vvvvv goods

N\

W

(50
£23,468 £20,109 £3,478 £4,163

Clothing Moving Baby goods Bathroom
costs items
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Scottish
Welfare Fund Processing Days for SWF Decisions Q\@—@
Trends
Community Care Grants
. Crisis Grants /@’@
ef *7\ /
o~
@

Apr May Jun Jul Aug Sept Oct Nov Dec Jan Feb Mar
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Completing the Customer Service
Professional Qualification (CSPQ) is proven
to boost candidate’s confidence, making

ol AN An e-Learning module
1 8 Fl,f,ew focussing on Internal

Customer Service was

them more aware of how Fife Council works new candidate  CSPQ Champion | piy i wrrs
and the role they have to help improve the E R 20 PSEEY R T Y A October 2016. The aim of

services we provide. Several graduates
have gone on to secure promoted posts since
completing the qualification.

This is Fife Councils 4th this module is for learners
< Success in the National to view colleagues as
58 Awards since the launch customers and understand
of the qualification in the basics of good customer
candidates are 2010. service.
currently working
towards a

CSPQ.

153

have already
graduated

439

completed the Internal

Customer Serice
e-Learning module by
end of March 2018.

....MEANWHILE OVER AT FIFE COUNCIL L)) |S }\KSQA A

»— 1 The Scottish Government
COSLA  Mvwww T

S
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Total phone calls

Call answering levels
1007 2.94m
2017/18
80— - =
60 As we continue to increase the
amount of on-line services and
2015/16 . .
2016/17 make it easier for the customer to
. . . M 2017/18 contact us in other ways we are
0 Council wide Extension via Advertised no. _ Contact seeing a drop in the number of

gateway to services Centre calls received into the council.
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Where calls are answered

Contact @
235 There has been
@ Centre a slight drop in

calls to direct
extension

Advertised numbers but
no significant

Service
56%) Numbers 609 c::mge to the
other areas.

Direct
@ Extension (27%
Numbers




Customer Report 2017/18

A Digital Council

46

Customers are

390 m— 1 50 B el T
/o A As customers we all
Desktop/Laptop Tablet now expect a much

quicker and more
° @ immediate response.

_ 5 % no change
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Fifedirect
Visitors

451,174 i
SMS/Text
Now includes

2 059 School alerts so
l..ookmg fla'g'anty r
Local

Facebook
Fans




Customer Report 2017/18

A Digital Council
Online/Digital: Social Media We have been
45000 [ 46 496 skilling up the
40000 [ organisation in
using social media
35000 [~ 34,139 . 35 973 A with 258 people
30000 trained up last
24 761 year (84% of that
25000 [~ ’ targeting children
20000 [~ 18,931 / /25 o 35 973 and education
oFF 2E% Facebook Fans services).
15000 L12:072 /
10000 [
9 622 0
5000 since 2017
0 1 1 1 1 1 J

2013 2014 2015 2016 2017 2018
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In March we
launched online
school payments,
154,592 W £13,101,668 W 127,288
o N . in Auchmuty
Online Online Online High School, now
O extended to 18 high
Enquiries Payments Accounts oy
2016/17 130,327 2016/17 £12.5m 2016/17 110,364 3,015 parents have
registered, with over
28% processed in e 7% increase in ﬂ 31,786 Council Tax Accounts t£72'°°‘:.t akenl_.ln
back-office online income o lime Ll i
ﬂ 287 Landlord Accounts the start of the next
135,700 structured 91,654 payments academic year, the
E-forms completed made last year ﬂ gr:gﬁge?ﬁ;ﬂig);z:ﬂgi Irﬁccounts se;lvi:;e is being
rolled out to our
ﬂ 383 Business Accounts primary schools.

ﬂ 5,846 MyAccounts

(increase attributed to Parent Pay)
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Fife %)

C OUNCI1L

Care at Home Recruitment Drive Response
rates

Tup

Traditional
advertising

Facebook

- A d 20 T3

o advertising
- Unfilled posts - Over 170 responses
« Operational

- 700% increase
40 people recruited
- 95% of posts filled

challenges at
the frontline

95% of posts

It's effective and attracts high calibre candidates.” & Social Care advertised

“We now use social media as standard practice. Fife’s Health Q
Cindy Graham, Care At Home Service Manager Partnership
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WELCOME!
to your new tenancy
with Fife Council

Target to reduce carbon emissions in Fifo by

42% by 2020 - 80% by 2050

Reducing
| Commercial Property Coslts

/sport%mtl’in(

actlveschools
FIFE / RDS:



http://our.fife.scot
https://youtu.be/I-OJlc17Gw0
https://youtu.be/XXEnnRX5Koc
https://youtu.be/DrxLLzOZ6mU
https://youtu.be/FGirnVct3fM
https://youtu.be/8h55yVX8-_A
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Blue Badge
My Fife

What our customers
are visiting about...

O
A Joined Up Council ()
@ G ﬂSocial Work

Concessionary Housing 5_@ Licensing

Travel Benefits

9% 12% ( , P Planning
(13.9%) \ (16.3%)

Library

22%

(18.3%)

£ Scottish Welfare Fund

’ Customer Feedback

() .
L Y 4
Environment

Housing
21% _
(24.0%) Repairs

TOtal 365 '568 Reg;s;z/a:tion Housing Applications

Up from 354,978 in 2016/17 (13.3%)
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READY A

FORWINTER? T AY 78  TQ¥
.+ CHRISTMAS & NEW YEAR CLOSURES

T

Stay in touch this winter visit: www.fifedirect.org

Visits to Fife Direct

up N

1410%

£3000 Message

SAVING 166,000

B . people



https://youtu.be/Ws7d4OwhQcQ
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Switching focus to social media also improved
the service during a crisis, widening access to
info for longer and making savings, with no
negative impact on customers

seemn over

18,000

Over 160,000 people visited FifeDirect times

8 out of 10 through a mobile device.

Over 10,500 new people started following the council on Facebook
and Twitter - including a large number of young people.

¢ Fife Council tweets appeared
3 million times

over 4,000 mentions and enquiries

A tweet on Sunday about school

closures on the Monday was retweeted

over 500 times and earned 202,000 ¢ 629,000 people actively
impressions engaged

A picture of school pupils arriving e Engagement rate over 30% in
home from snowbound residential 11% of posts - 78,000 people
earned 59,600 impressions engaged with one post alone!


https://youtu.be/Xrhe4sroSDk



