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Appendix B

CST Quarter 2 Performance




Q2 2017 Customer Service — Highlights Resolved,

@ 17,592 J 7

Same as ‘

last quarter

@

Transferred,
49%

Face to Fac
15%

Transferred,
. . 1%
' ' 3 459 t?% Same as
’ last quarter
Resolved,
99%
Resolved,
33%
0,
2,329 T ox il |
_ _ Transferred,
= Direction of travel from 67%

previous quarter



Q2 2017 Customer Service — Highlights

Q3 2016 —94%
% Answered Q4 2017 - 94%
within 4 mins Q12017 -91%
Q2 2017 -93%
2017/18- 92%
Q3 2016 -97%
\ ‘ % Answered Q4 2017 - 97%
within 5 mins g; ;gg _ g;:
2017/18 - 96%
Q3 2016 - 1%
% Abandoned Q4 2017 - 1%
calls after 5 Ql 2017 - 1.5%
minutes Q2 2017 - 1%
2017/18 - 1.25%




Q2 2017 Customer Service — Highlights

. Council Tax
Top 5 Services Waste
= Planning
50% of all calls Adult Social Care Average Wait Times (Sec)
Children Social Care 0 -
100 /\
. N/ N
~ VAR
jﬁ N
Q3 2016 - 69% 20
% Answered Q4 2017 - 68% PP R S S S R
within 1 mins Q1 2017 - 60% o o T
Q2 2017 - 64%
2017/18 - 62%




