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Demands since January

Service levels since January

Nature of service

Front of house

What have we done to try and help and
improve the service

Telephony changes

How are the team doing
Future focus areas
Customer feedback
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Average abandoned rate 10%
Average wait 1 minute 28
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Response times ~ The call centre industry standard for a good service level is to answer 80% of calls in 20
seconds.
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What would resource need to
look like to achieve this?




January to November 2023

3000

2500

2000
1500
1000
500
0

F2F

B CT Webforms

HPCN H Noise webforms ® Smoke Webforms

= Love Rushmoor B CT Emails

B Emails

H Phone



Response levels since January
(e-mails /web forms)
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What do customers contact us about and how do we use this data?
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Reflective practice
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Improving the Customers
Experience

July August Sept Oct
Changed phone scripts
seaP P ;Zﬁt{y 188 215 137 93
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. : , N Y\ « 0
New Nepali speaking phone line (demands) - v
N AAVAAY
N\
New feature due on phone system to allow agents to be working SAAARA
on an email and “pause” the interaction to answer a presented SALARR N

call. --YNANNNL g

Quality checking of work - senior advisors check at least 10% of =
all work produced by Customer Services for accuracy. Looking to " 7
expand this in 2024. /

Waste Ground Streets ABV'S Council Tax
|Team average 98 90 99 82 97

Facilities training to undertake post role

Customer Feedback




Telephone Surveys

Total number of completed surveys = 89
Total amount of 1 =47 *
Total amountof2=0

Total amountof 3 =1

. Total amountof4 =1
f * f\ f h Total amount of 5 =38
. S PN »
1 S 5 g

1 being poor and 5 being great

Average total score= 2.85*

This is a result of having 8 consecutive working days' worth of phone issues

(17t — 26t October)

3 of the 1's were outside this period.

Average outside of those days was 4.48 / 5



nd the triage for Housing to all access channels

sformation and service improvement

eping the Borough clean’” - Our response times will
ok to improve with recruitment of new Place
otection Officers.

3X8 and telephony - Investigation of frequency of
issues underway with look to address with account
manager

Resilience in the Team




Constant
calls

Team performance

“Occupancy should be around 80%. If occupancy is too
high, the impact on employees may lead to “burn out”.
This in turns leads to further reduction in service levels.”
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