
1.  Customer Performance Indicators and Commentary  
 

1.1   Channel Shift 
 

 

 

 

Appendix 3 



 
 

 

1.2  Contact Centre Call Performance 
 

 
  



1.3 Contact Centre call volume and performance 

 

Corporate Contact Centre 

 
 

  



 
 

 

1.4 Revs and Bens Contact Centre 

 
 

 

 

  



 
 

1,5 Adults Contact Centre 
 

 
 

 

 
 



 

1.6  Complaints Stage 1 and 2 

 



1.7. General  Enquiry –  
 

 

 

 

 

 

  



 
 

1,8 MP Enquiries 
 

 

 

 

 

 

 

 

 



 
 

1.9 -  My Councillor Portal Open Cases 

 

  



 
 

2.  Customer Experience Insights  

2.1 Corporate Contact Centre Customer Feedback  Pilot/Snapshot  
 

 



 
 

  



 
 

2.2 b Revs and Bens Contact Centre Customer Feedback  Pilot/Snapshot  
 

 



 
 

 

  



 

2.3 Corporate customer Experience Insights by service 
 

 

  



2.4 Community Hubs Monthly Performance  

 

  March  April  May June Total  

Attendees  46  107 143 128 424 
 

  
  

5 Star  4 Star  
 

3 star 2 star 

322 84 1 1 

  


