
NORTH LANARKSHIRE COUNCIL 
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To: AlRDRlE LOCAL AREA 
PARTNERSHIP/ AREA COMMITTEE 

From: HEAD OF REVENUE SERVICES 

Ref: BC/CC Date: 7 July 2010 

Subject: AlRDRlE FIRST STOP SHOP 

1 Introduction 

1.1 This report provides details of the customer usage within Airdrie First Stop Shop for the 
month of June 2010 and comparative information for other First Stop Shops across the 
Council. 

1.2 The transfer of enquiries from Coats House to the fully integrated First Stop Shop based 
at Bank Street Airdrie was made during May 201 0. To create the integrated First Stop 
Shop in Bank Street Airdrie, there was a need to upgrade the existing building to 
maximise space to cope with the increased demand, and a remodelling which increased 
the public area by approx 50 % while retaining 3 interview rooms was completed prior to 
the move. The Bank Street First Stop Shop provides a central location for customer 
access. 

1.3 Based on a comparison of June 2009 to June 2010, there has been a slight increase in 
the customer usage of 6.5% (1,068 transactions).This can further be broken down to:- 

Cash transactions which accounted for 14,722 last June increased by 372 to1 5,094 this 
June a rise of 2.5%. 

Enquiries which accounted for 1,870 last June increased by 696 to 2,566 this June, a rise 
Of 37%. 
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1.4 Total Transactions 

Table 1 

1.5 Enquiries 

Table 2 
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1.6 Cash Transactions 

Shop 

Table 3 

Total Transaction 
Time 

2 Introduction of new aueuina svstem 

2.1 A new system for recording the customer contacts has been introduced at all First Stop 
Shops which gives enhanced and more accurate information to assist in managing the 
workload. However, because of the use of an older system during 2009 the information 
recorded during June 2009 may not be as complete as the recent information recorded 
on the new system, although it gives a reasonable view of comparative usage of the First 
Stop Shop. 

Within Airdrie First Stop Shop staff have dealt with 2,566 customers during the month of 
June 201 0 an average of 1 17 per day with an average total transaction time of 
12 minutes 40 seconds. 

Table 4 

It should be noted however that these results include waiting time where multiple tickets 
are taken but not closed down timeously by operators, this issue is being addressed and 
will be improved on future statistics. 

26 



3 On Goina Measures 

3.1 As part of our commitment to Customer Excellence which was achieved on behalf of the 
Revenues and Benefits function including the First Stop Shop operation, we shall survey 
customer’s opinion on all aspects of the service and review the results to further improve 
service delivery. 

3.2 It is still early days to fully appraise the service delivery in the Airdrie First Stop Shop but 
as can be seen from Table 1 the number of enquiries and staff ratio is similar to the other 
main First Stop Shop locations. 

4 Recommendation 

The Local Area Partnership is asked to; 

4.1 Note the above report. 

4.2 Note that a further report will be submitted to the meeting in October. 

Head of Revenue Services 

Members wishing further information please contact Mr B Cook, Head of Revenue Services, 
Tel:- 01 698 - 403929. 
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