Appendix 2 — Overview of Customer Services

Overview of current customer services — summary of data collection

This section provides summary of the headline findings from the data analysis exercise at a Council level. The subsequent sections provide greater

detail at an individual department level. A list of the assumptions underpinning the data and costs along with summary tables are

Total staff costs associated with managing
contact with customers. This includes the
costs of staff handling the initial contact
and the costs of undertaking additional
tasks to complete the service request. The
initial costs are £1.7m and the additional
tasks costs are £9.1m. Further information

included in Appendix B.
on the assumptions and the calculations
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