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Like all councils, we are facing significant funding pressures and through our council savings 

programme we are working towards delivering £22M of savings a year between now and 2020. 

Customer services, including one stop shops (OSS) and the contact centre have been identified as 

an area where a further saving of £60,000 a year by October 2017 could be found on top of 

£230,000 of savings which have already been achieved or are currently being implemented since 

2014. These savings have predominantly been made from a substantial reduction in management 

and supervisory posts impacting both the contact centre and the OSS, along with a reduction in 

contact centre officer posts.   

About One Stop Shop and customer services 

Kingswood 

Analysis of our data shows that the Kingswood One Stop Shop (OSS) receives the most customer 
enquiries, handling 33,786 enquiries during 2014/15 financial year that is equivalent to 44% of all 
OSS queries, and that the majority of these are for the most pressing and serious issues (Benefits, 
housing and Council Tax queries). 

Yate 

Yate is the second busiest OSS in terms of the number of queries handled, handling 20,264 during 
the 2014/15 financial year equivalent to 26% of all enquiries.  As with Kingswood OSS a high 
proportion of these enquiries are for the more pressing and serious issues. 

Patchway 

Patchway is the third busiest OSS in terms of enquires received, handling 14,060 enquiries during 
2014/15 financial year, equivalent to 18% of all enquiries. Patchway is sited well to serve the new 
major development on Filton airfield and the Priority Neighbourhood nearby and is seeing an 
increasing demand over time for its services since it first opened. OSS visitor numbers have 
increased from around 600-700per month when first opened to a current average in 2015/16 of 
1250per month. 

  



Thornbury 

Thornbury OSS receives nearly 9,000 queries per annum, equivalent to 12% of all OSS enquiries. 
However analysis of our data shows the Thornbury OSS handles lower levels of complex enquiries 
related to key topics such as housing benefit; council tax; housing and homelessness than the 
other three OSS’s. Other analysis of our data also shows that: 

• Around half of all enquiries are not complex and relate to general or simple enquiries such as 
streetcare, waste or handing in documents for concessionary travel applications. 

• Of the more complex enquiries received at Thornbury, 20% of these customers have an 
alternative OSS facilities closer to their home. 

• Of those complex customers whose nearest OSS is categorised as Thornbury 6% have a 
journey time of 10 minutes or more 

• Around 70% of Thornbury OSS enquiries come from the catchment area with the remainder 
travelling from further afield. 

• In the 2014/15 financial year 6% of all enquiries related to a peak in Streetcare and waste 
enquiries received in March 2015, around the time of the green waste renewals.  Currently 
temporary resources are arranged to cover this peak   

 

The Contact Centre 

The Contact Centre is the first point of contact for customers wishing to resolve their enquiry by 
telephone, responsible for a range of enquiries including benefits, waste, housing, school 
admissions and registrars. 
 
Currently our performance is measured against key performance indicators is mixed when 
compared with other councils.  In recent years as savings have been delivered performance has 
deteriorated against indicators relating to wait times and abandoned call rates.  Performance is 
stronger against other indicators and productivity measures which indicate that our staff handle 
around 14,000 enquiries per officer when compared to other councils who handle around 9-
10,000 enquiries per officer.    
 

Consultation options 

This project has identified options to achieve the £60,000 of remaining savings. On a pro-rata basis 
this would broadly equate to a loss of 2 to 3 FTE (full time equivalent) posts dependent on grade. 

 Option 1: Closure of the Thornbury OSS and replacement with a digital by default option – 
this is the council’s preferred option at this stage or 

 Option 2: Part time opening of Thornbury OSS and also either Patchway OSS or Yate OSS, 
or 

 Option 3: Further reduction of up to 3 FTE in the Corporate Contact Centre, equivalent to a 
12.5% reduction in current contact centre resources and a 46% reduction overall in recent 
years. 

  



Option 1 

The nature of the OSS enquiries in Thornbury mean not only is it our quietest location but also the 
one with the least complex enquiries and those it does handle invariably relate to street care and 
waste services. It is the council’s preferred option to make the savings by establishing an 
alternative customer service offering in Thornbury and use it as a practical application of its digital 
strategy. This could see a new model of delivery using the latest integrated technologies, online 
customer accounts with video link for support/advice etc. This could be linked to future 
arrangements for a library service to provide appropriate staffing support. 

If this digital by default approach is established and proven it could then be considered for 
deployment in other locations as appropriate to enhance access to services for more communities. 
The cost of the proposed Thornbury digital service would be met from existing budget identified to 
help achieve the existing customer service savings and investment in ICT technological solutions. 
Development and introduction of a digital offering to access council services would see screen(s) 
for video conferencing through to Customer Services staff located in either the Corporate Contact 
Centre or other OSS. It is envisaged that the councils digital strategy would be used to shape this 
service and use established technology to give remote support and help which includes the use of 
a dedicated phone line to the contact centre and video conferencing to officers. Library staff 
would be trained to sign post and support residents in simple enquiries and sign post where 
further help can be obtained and act as a “post box” for documents to be dropped off. As the 
principle is developed and proven the intention it could then be scalable for use in other locations 
if required. 

Closure of the Thornbury OSS would save 2 FTE and realise the savings target required.  

The impact on residents will be through a different delivery and access mechanism and would see 
the closure of the existing Thornbury OSS and the end to the associated face to face physical 
advice currently given. Whilst this change in delivery/access model is likely to have some impact it 
is intended to be significantly mitigated by the use of modern technology to enable face to face 
electronic links and the giving of advice and access to services in very much the same way as the 
current physical location of staff in a OSS. 

Further mitigation of the impact is anticipated by training library staff and for them to take 
deposits of benefit claim information, council post and to sign post and give initial front line advice 
and guidance on how to access the council services through online digital means for example 
through using the councils internet self-serve and customer account options as well as direct 
internal telephone access to the contact centre. 

By its very nature this proposed approach will be developmental for the council although using 
established technologies similar to skype etc. to minimise cost and risk to interact, advise and help 
our customers as they would do if seen face to face. 

Ultimately over time and if proven to be successful, this new modern way of working could have 
potential wider community and service benefits. This is because it is intended to be scalable, 
affordable and capable of being deployed in other locations that lend themselves to this approach, 
which may otherwise not have access to such advice and help. This would improve the overall 
access to services across SGC’s area and help in meeting and improving equality access 
requirements for all groups of residents and service users alike. 



Option 2 

In order to achieve the required savings option 2 looks to move to part time opening at Thornbury 
and another one stop shop likely to be either Yate or Patchway. Options exist around opening say 
two days a week in one location and three days in another but with the net effect of closing the 
equivalent of one, one stop shop. 

Option 3 

If it is decided to keep all 4 one stop shops open and make the required savings through reducing 
Customer Services staff in the contact centre then this would result in a 3 FTE reduction or 12.5% 
of existing staff numbers in that team, noting that the contact centre has already experienced staff 
reductions through earlier reviews. The effect of further savings being made is much longer wait 
times increasing we would estimate by an average of at least 1 minute per call, higher numbers of 
abandoned calls and expected higher number of complaints as calls go unanswered. This would be 
equivalent to a cumulative 46% reduction in contact centre resources through consolidation of the 
contact centres and other savings over recent years. 

Links to other reviews 

Review of council accommodation 

The council is reviewing the buildings that it currently runs services from on an area by area basis 
to explore whether savings of £928,000 could be made. This review has started by looking at the 
future of council buildings in Kingswood to explore how council office accommodation at the Civic 
Centre, library services, the one stop shop and other services could be located. Future stages of 
the accommodation review could impact on the location of one stop shop and library services in 
Yate, Thornbury and Patchway.  

Review of library services 

The council is also reviewing library services with a view to making savings of £650,000 by October 
2017 and is exploring a range of options and alternatives that could potentially see reductions to 
library open hours and library closures. 

Both these consultations are open between 22 February and 13 May 2016 and further information 
about both of these consultations is available from: www.southglos.gov.uk/consultation 

Find out more and have your say 

We welcome comments on the options outlined in this paper for one stop shops and customer 
services and to understand better what the impact of any changes could be on service users and 
the provision of services. The consultation is open between 22 February and 13 May 2016. 

Further information is available on our consultation webpage: 
www.southglos.gov.uk/consultation or from your local South Gloucestershire library and One 
Stop Shop. 

 

You can find out more or tell us your views by: 



 Completing our consultation feedback survey (online or available on request) 

 Email: consultation@southglos.gov.uk    

 Write to: FREEPOST RTCT-JXLE-EET, South Gloucestershire Council, Corporate Research & 

Consultation Team, One Stop Shop Consultation, Civic Centre, High Street, Kingswood, 

BRISTOL, BS15 9TR 

 Phone: 01454 868154 

We will be holding some staffed drop in sessions at our One Stop Shops and where you can find 

out more and ask questions. Details of these sessions can be found on our website. If you would 

like someone to talk to your group or organisation about these proposals, please contact us using 

the details above to arrange. 


