West Lothian
Council

The Results of our Business Rates Customer Satisfaction Survey
2009-2010

809 customer satisfaction surveys were issued in May 2010 to customers who
had been in contact with the Revenues Unit within the last 12 months.

Please rate the service you received compared to what you
needed?
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How well did the senice handle any probems that arose from your
request?
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How would you rate the promptness of the senice's response to
your request?
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How would you rate the senice's ability to resolve your issue at
the first point of contact?
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In general, how would you rate the senice's performance in
keeping you informed of the progress of your request?

Excellent Very Good Good Poor Very Poor




Please rate how accurate and comprehensive the information
about the service was?
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How would you rate the staff's knowledge and skills in dealing with
your request?
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How would you rate the staff's attitude towards you?
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Do you feel that the staff member treated your enquiry fairly and

sensitively?
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How would you rate the overall quality of customer service?
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Why did you contact our senice?
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How did you contact our senice?
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Is this your preferred method of contact?
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If no, please confirm your preferred method of contact?
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How easy did you find it to contact our senice?
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How would you prefer our senvice to contact you?
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If our senice was to contact you by phone, what time would you
prefer?
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You will have received your Business Rates bill. How easy did
you find it to understand?
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With your first bill, you would have received a Business Rates
information leaflet. Did you find the information useful?
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Our senice standards are published on page 9 of the Business
Rates information leaflet. Were you aware of the senvice
standards before receiving this questionnaire?
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Are you standards clear & easy to understand?
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Do our standards meet your needs?
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Do you think we perform well against these standards?




