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Scrutiny Review of Digital Optimisation Progress Update November 2020
Customer Self-Serve Progress

Self Serve Transactions - Monthly - Volumes
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Oct- Nov- | Dec- | Jan- Feb- Mar- Apr- May- | Jun- Jul-20 Aug- | Sep- Oct-
19 19 19 20 20 20 20 20 20 20 20 20
o= CFYA 914 949 805 1093 993 808 545 1423 | 1427 | 1428 | 1379 | 1260 | 1427
=== Benefits 264 250 264 221 214 339 559 390 424 427 475 516 473
=== Taxation 7 696 578 723 612 1169 | 1692 | 1071 | 1195 907 947 1027 | 1016
==y Free School Meals 0 49 79 105 120 74 474 168 278 235 68 228 69
==0== Street Lighting 378 344 483 431 252 200 41 124 79 81 89 106 131
e Other 0 0 178 16 75 1096 121 81 163 738 5865 | 3509 | 4389
Total Number of Self
Serve Forms 2333 | 2288 | 2387 | 2589 | 2266 | 3686 | 3432 | 3257 | 3566 | 3816 | 8823 | 6646 | 7505
CUSTOMER SELF SERVE TRANSACTIONS 1365
DECEMBER 19 - MARCH 2020
(BREAKDOWN OF OTHER SERVICES)
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CUSTOMER SELF SERVE TRANSACTIONS 14866
APRIL 20 - OCTOBER 2021
(BREAKDOWN OF OTHER SERVICES)
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Total Contact by Channel - 24,884 - October 2019

= Total F2F
Customers 5,515
22.2%

Total Calls
Answered 13,758
55.3%

= Total Emails 3278
13.2%

= Total Number of Self
Serve Forms 2,333
9.4%

Total Contact by Channel - 26,835 - October 2020

= Total F2F
Customers 20
0.1%

Total Calls
Answered
15,977 60%

—_

_ = Total Emails 3,353
12.5%

= Total Number of Self
Serve Forms 7,505
28%
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Total Contact by Channel - 277,840 - 1 April 2019 - 31 March 2020

Total F2F
Customers 63,066
22.7%
= Total Calls
Answered 149,509
53.8%

= Total Emails
37,542 13.5%

= Total Number of Self
Serve Forms
27,723 10.0%

Total Contact by Channel - 154,351 - 1 April 2020 - 31 October 2020

= Total F2F
Customers 142
0.1%

Total Calls
Answered
91,276 59%

= Total Emails
25,888 16.8%

= Total Number of Self
Serve Forms
37,045 24%
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