. Appendix 3
1. Customer Performance Indicators and Commentary PP

1.1 Channel Shift

Contact by Channel (Financial Year)
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1.2 Contact Centre Call Performance

® CallsAnswered @ CallsAbandonedAftThreshold ®Calls Aband BEFORE threshold
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1.3 Contact Centre call volume and performance

Corporate Contact Centre
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1.4 Revs and Bens Contact Centre
¢ Back to report
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REVEMUES & BENEFITS CONTACT CENTRE
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1,5 Adults Contact Centre

< Backto report
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ADULT SOCIAL CARE CONTACT CENTRE

Calls Offered Awve Wait Time Ave Talk Time % Abandoned Aft Threshold

74816
79550
19066
5681
6565
6820
20959
6914
7094
6951
17836
6563
6523
4750
21689
7574
6565
7249
19967
19967
5862
6992
7113

00:31
01:12
01:02
00:34
01:01
01:26
01:49
01:52
01:25
02:11
00:50
00:47
00:55
00:47
01:04
01:19
01:03
00:50
01:09
01:09
01:15
01:18
00:55

04:59
05:14
05:28
05:29
05:37
05:19
05:16
05:07
Q5186
05:25
05:06
05:08
05:07
04:60
05:07
05:07
05:08
05:04
05:20
05:20
05:18
05:19
05:25

1.45%
3.87%
3.08%
1.62%
2.79%
4.57%
5.82%
6.38%
4.21%
6.89%
2.93%
2.27%
2.79%
4,02%
3.46%
4.07%
3.36%
2.92%
3.49%
3.49%
3.75%
3.79%
2.97%



1.6  Complaints Stage 1 and 2
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1.7. General Enquiry —

- - -
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1,8 MP Enquiries

- - -

Growth Education
Directorate
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1.9 - My Councillor Portal Open Cases

Directorate Total Cases Cases with Cases with With officers, S With Oldest case  Average age
Awaiting officers Clirs over 10 days officers, Over  with officer, of Case with
Response 10 Days awaiting Cfficer
response
+ Borough Economy 132 189 3 118 62% 53 21
* Housing 85 a3 2 a7 45% 385 47
+ Business Strategy and Change 32 12 20 5 2
* Regeneration and Growth 21 20 1 6 30% 266 40
= Children and Education 17 17 9 53% 304 29
= Adult Social Care 10 10 5 50% 38 13
= Finance 10 10 1 10% 22 7
= Sandwell Children’s Trust 4 4 2 50% 30 12
* Law and Governance 1 1 1 100% 13 13
Total 372 346 26 179 52% 385 27




2. Customer Experience Insights

2.1 Corporate Contact Centre Customer Feedback Pilot/Snapshot

1. Are you happy with the service we have provided today?

More Details {J Insights

@ ve 31465
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O Update

99% of people answered Yes for this question, and the majority answered "Yes" for Question 2.

Q0% T8%
@ 99% people answered "Yes" @ 78% of them answered "Yes"
for question 1 for question 2

2. Have we resolved your query today?
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3. If not, is this because
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2.2 b Revs and Bens Contact Centre Customer Feedback Pilot/Snapshot

1. Are you happy with the information | have provided today?
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2. Have | solved your enquiry or addressed the issue?
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3. Are you clear on any next steps you need to take?
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4. Are you clear on any next steps we (SMBC) need to take?
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® - 118
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2.3 Corporate customer Experience Insights by service
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Customer Experience Insights

...When rating the service delivered in response to the request...
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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




