Customer Access Strategy Survey

From shared facilities partners

&) Swale

BOROUGH COUNCIL



Which building do you share with Swale Borough Q

Council?

® Swale House 4
@ The Gateway 1
® Alexander Centre 1

@& Other 0




How would you rate the overall customer/visitor experience? 9

® Excellent ]

® Eucellent 0 ® Excellent 0
® Good 0 ® Good 1 ® Good 1
® Far 3 ® Fair 0 @ Fair 0
® Poor 1 & Poor 0 ® Poor 0

75% O O
100% 100%



Rate the following aspects of the customer/visitor 9

experience?

® Poor Somewhat Poor Meither Good or Poor Good @ Excellent

Cleanliness

Signage and wayfindir

Accessibility |

Customer service

Opening hours I
100% 0% 100% 0 100% 0% 100%



How effective are the current management arrangements for
addressing customer/visitor issues?

@ \Very effective 0 @ \Very effective 0 @ \Very effective 1
@® Somewhat effective 1 @® Somewhat effective 0 @® Somewhat effective 0
@ Neither effective nor ineffective 1 @ Neither effective nor ineffective 1 @ HNeither effective nor ineffective 0
® Somewhat ineffective 1 ® Somewhat ineffective 0 ® Somewhat ineffective 0
@ \Very ineffective 1 @ \ery ineffective 0 @ \Very ineffective 0

Er *{
2& JEET#

100% 100%



What feedback have you received from your customers 9

about their experience in our shared building?

Swale House Uncomfortable having
to go through security

Facilities are really very good.
Very helpful and
approachable

Limited
opening
hours

No feedback obtained
The Gateway Alexander Centre



What are the most common complaints or issues 9

raised by customers in our building?

The building always
Swale House appears empty

Questions about reason for visit
Cleanliness & Wifi connection

Difficulties accessing CT&Housing

Limited
opening
hours

No feedback obtained
The Gateway Alexander Centre



Are there any specific facilities or amenities that you believe are 9

lacking in the building?

Swale House

Wifi connection unstable

No N/A
The Gateway Alexander Centre



How can we better support staff to enhance the customer 9

experience?

Swale House More training

Reception staff to greet visitors
Instead of security

Hybrid working with a degree
of flexibility

None identified Longer opening
The Gateway hours Alexander Centre



What improvements would you suggest for the layout and 9

design of our shared spaces to better serve customers?

Consulting with
Swale House tenants more

Receptionist should be a first
contact

Layout works well

None identified The slpeds looks
The Gateway very tired and Alexander Centre
not customer

friendly.



