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Sefton Public Engagement and Consultation Panel 
 
Date: Friday 12th November 2021 
 
Title: Proposal to undertake Public Engagement and Consultation Activity 

– Bootle One Stop Shop Customer Satisfaction Survey 
 
Report of:  Mark Quillan, Customer Service Manager, Customer Services.  

mark.quillan@sefton.gov.uk 
 

 
1. Purpose of the Report 
 
 1.1 To receive customer feedback relating to the new appointment facility 

being offered at Bootle One Stop Shop.   
 
2. Background 
 
 2.1 The main purpose of the Public Engagement and Consultation Panel is 

to coordinate and ensure the quality of public engagement and 
consultation, in accordance with the standards for engagement and 
consultation. 

 
3. Bootle One Stop Shop Customer Satisfaction Survey 

3.1 Introduction 

3.1.1  Bootle One Stop Shop opened in 2005, with Customer Service 
Advisor’s providing valuable advice and support to customers for a 
wide range of Council services. Customers have always been allowed 
to “drop-in” without an appointment and wait to see an Advisor to 
discuss their enquiry.   

             During the recent Covid-pandemic and following government 
guidelines Bootle One Stop Shop was required to temporarily close. 
However, following discussions with Sefton’s Health and Safety team, 
HR and the Unions, a robust risk assessment was completed. Bootle 
One Stop Shop was allowed to reopen on 11th September 2020, 
however there were various operational changes imposed, including 
customers only being allowed to attend with a pre-booked 
“appointment”.    

3.1.2 The consultation and engagement will address the following: 

• Provide feedback and a snapshot of how customers are 
making appointments.   

• Provide feedback on customer satisfaction following their 
appointment  

• Provide feedback on customer accessibility following their 
appointment.  
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3.2 The Survey 

3.2.1 A Customer Satisfaction survey was first introduced at Bootle One Stop 
Shop and Southport One Stop Shop in April 2012.    

3.2.2   With covid restrictions still in place at Bootle One Stop Shop, customers 
are no longer allowed to drop in and can only be interviewed via a pre-
booked appointment. Therefore, questions to the survey have been 
reviewed and amended to bemore pertinent to interviews by 
appointment. 

3.2.3 The results from the survey form part of essential evidence that is 
required towards a long-standing annual Customer Service Excellence 
assessment which is completed by the Customer Centric Service 
department.   

3.2.4 Southport One Stop Shop has been closed and the service is now 
delivered from the Atkinson. Operational arrangements at the Atkinson 
are currently being reviewed therefore the survey will only be completed 
at Bootle One Stop Shop, however it is expected to be offered from the 
Atkinson in May 2022.   

 
4.    The Consultation 
 
4.1 Aims and objectives 

4.1.1  To ask customers about their experience of booking an appointment 
at Bootle One Stop Shop.  

 
4.1.2  Following the consultation, the results will be used as essential 

evidence for Customer Service Experience purposes.  
 
4.1.3  To ascertain if the current appointment arrangements meet all 

necessary accessibility requirements.    
 

4.1.4  The consultation will run for one week, twice a year during the 
months of November and May.  

 
5.      Reporting and Publishing the Findings 
 

5.1    A comprehensive report and analysis will be produced every six months, 
which will be shared with service areas, key partners and will be made available on 
the Council’s website. Comments received from customers will be considered and 
they may change the way customer appointments are made in the future.   
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6. Legal Department Comments 
 
 6.1 Sefton’s Legal Department has considered the consultation plans 

contained in this report and has no comments to make.     
 
7. Recommendations 
 
 7.1 The Public Engagement and Consultation Panel is recommended to: 
  
  a) Appraise the revised public engagement and consultation plan for 

the Bootle One Stop Shop Customer Satisfaction Survey. 
 
  b) Request that the officers return to the Panel to provide details of 

their feedback and evaluation resulting from the above 
consultation. 


