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Customer Contacts by Channel May 2022

Customer Services Contact By Channel
Including month on month history for previous 5 years
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I Inbound Calls Answered 20,251 16,719 12,103 8,330 13,879 13,109
Outbound Calls Answered - - - 3,230 1,248 2,314
I Total Face to Face Customers Served 7,570 7,847 6,206 - - 7
mm Total Emails 1,884 2,433 3,280 3,554 3,495 3,498
mm Self Serve Transactions 890 1,275 1,829 3,176 3,574 4,876
mmm Netcall - Contact Us - - - - - 2,121
Total Contacts 30,595 28,274 23,418 18,290 22,196 25,925
= Manual Channels (Telephone & F2F) 27,821 24,566 18,309 8,330 13,879 13,116
== Digital Channels (Online & Email) 2,774 3,708 5,109 6,730 7,069 10,495
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Customer Enquiries by Access Channel
Year to Date % Including previous 5 years

—_

|

~—__
|

2017/18

2018/19

2019/20

2020/21

2021/22

2022/23 Year to
Date

== \lanual Channels (Telephone & F2F)

89%

86%

77%

65%

60%

57%

=== Digital Channels (Online & Email)

11%

14%

23%

35%

40%

43%




