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Customer Experience and Review

This overview will cover;

• Contextual facts and information on the Customer Experience and 

Review Portfolio

• Performance measures covered in the basket of key strategic measures• Performance measures covered in the basket of key strategic measures



Contextual facts on the Customer Experience and Review Portfolio

There are currently 55 

polling stations in Lincoln.

As of March 8th 2019, 

there are 60,945 people 

on the Electoral Register

We currently measure 53 

Our Housing teams 

have sent out 42,618 

mail items through 

the bulk outsourced 

route so far this year 

and Revs & Bens 

In the 2018/19 

Audit Plan –

there are 23 

audits planned

quarterly measures and 

22 annual measures as 

part of our strategic 

performance reporting

and Revs & Bens 

send out over 

150,000 pa this way

From April 2018 to February 

2019 -105,827 letters were sent 

out using the franking machine.

In the last 12 months 

approximately 3000 calls were 

raised with the IT Helpdesk.



Number of face to face enquiries in Customer Services (quarterly) 

2016/17 to 2018/19
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travel concessions that expired at 
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Number of telephone enquiries answered in Customer Services 

(quarterly) 2016/17 to 2018/19
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Lincoln City Profile 2017/18

The publically available Lincoln City Profile provides a breadth of information based on the key 

demographic and socioeconomic characteristics of the city and is split into eight chapters:
(find this online at www.lincoln.gov.uk/your council/information, policies and publications/ corporate publications (no 5)

Population

Education

Housing

Welfare

Economy Crime

Health Environment



Information Technology Facts: in 2018/19 – we currently operate:-

220 virtual servers

20 physical servers

80 tablets

150 laptops

710 phone extensions

120 PC’s

530 terminals

Source : City of Lincoln Council 2018/19



Volume of postage using IQ Post Me from April 2018 to 

February 2019 (outsourced mailing service)
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Number of users logged into our self service system MyInfo 

through the council’s website (quarterly)
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Corporate Complaints – Year to date (April to December 2018)

Source : City of Lincoln Council 2018/19



Number of formal complaints received per 10,000 population 

(2018/19 Q3 - Lincoln vs all English Authorities)
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Complaints per 10,000 population Average number of formal complaints

At 7.6 per 10,000 Lincoln is below the average (8.35) for the English councils that provide data 



Key Strategic Measures

Annual Measures



Key points to note

• The number of users logged into our self-service system MyInfo this 

quarter has increased from 6,409 Q3 last year to 7,651 Q3 this year. 

This online system helps those who have access, to quickly report 

issues or update on queries

• The average time taken to answer a telephone call had deteriorated to 

122 seconds, however the small initial glitches found in installing the 

new telephony system have now mostly been resolved and times are 

now recovering 

• The vast majority of our bulk mail is now sent out through one of the 

two outsourced routes and we continue to work on reducing the 

remaining numbers to achieve cost savings

• Lincoln receives less than the average complaints per 10,000 people 

when compared to other English councils


