
Customer Service Performance

2015/16

Solihull Connect Contact Centre Service

Year End Statistics



2015/6
101,838

2014/5
117,796

Overall SLA for Walk In

2016
86%

2015/6
69,485

2014/5
76,436

Overall this figures is down by  6,925

Total of customers who 
have visited each  Walk In 

Solihull Connect Walk In
Total customers who have 
visited all Walk In Centres

Total of customers 
seen by Cash Office Advisors

Down by 15,958 

Total customers seen by an advisor
at all Walk In Centres

Overall SLA is 85% 
Achieved target for 
2016

Chelmsley 
Wood
35,585

Solihull 
22,926

Kingshurst 
4,702

Shirley 
6,120

Chelmsley 
Wood 
60,715

Solihull
44,411

Down by 6,951 



Contact Centre (including ASC)

Total number of calls

2016
323,850

2015
336,330

Service Level Agreement

2015
65%

2016
57%

Year to date % of 
calls answered in 

30 seconds
SLA target 70%

Total calls answered

2016
298,254

Calls Abandoned

6% % Abandoned 
calls 
Our target is 5% 
abandon rate. We 
aim to answer 95% of 
calls made to us

Adult Social Care
Total number of calls

2016
63,725

2015
65,363

Calls Abandoned

5%
% Abandoned calls 
Our target is 5% abandon rate. 
We aim to answer 95% of calls 
made to us

Service Level Agreement
2016

72%

Solihull Connect Contact Centre

Telephone demand decreased overall by 4.75% 
at the Contact Centre and handling time is up 
on the previous year.

Down by 12,480

Down by 1,638



Website
Total of unique visitors

2016
1,030,894

2015
1, 925, 467

Top 5 popular pages
1. Resident 
2. Search for Planning & Building Control
3. Jobs and careers 
4. School holidays 
5. Simple search

Traffic Source – type of device used

Tablet 
19%

Mobile
31%

Desktop
50%

Digital Access Channels

Down by 894,573

Social Media
1624

followers

Twitter
502

followers

Facebook

Self Serve Transactions
Solihull 3,414 Chelmsley Wood

12,894

2016
2.951

Live Chat

Weblogic : 7,434 forms received in 2016
Emails : We received 11,342 in 2016 
Webforms : We received 3,332 in 2016



Complaints & Compliments
Total customer service complaints

2016
27

2015
38

Walk in
11

Contact 
Centre 

10

Blue Badge
3

ASC
1

Service 
Support

1

Electoral 
Register

1

Total customer service compliments

2016
391

2015
384

Down by 11

Complaints  by Service Area

Total number of compliments 

Up by 11

Contact 
Centre

126

Registrars 
87

Others 
38

Blue Badge
16

Walk In 
124


