Customer Service statistics for Quarter One 2024/25
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Type of enquiries we received:

April 2024

= Telephone calls
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May 2024

H Telephone calls
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H Online Forms

June 2024

m Telephone calls
® Emails
W Face to face

m Online Forms

Customer Satisfaction Surveys

Itis important to us that we provide you with the level of service you expect and take
action to improve when you tell us we don't meet those expectations.

This feedback, which we get from customer satisfaction surveys, helps us to
understand where changes need to be made, and to ensure that we provide you with the
best possible service.



Contact Centre Customer Satisfaction Survey

Customers using our Contact Centre are already asked to score our performance. Here

are our most recent scores.

Month ' Quality of Service
April _ 95%
May ' 93% |
June , 93%

What complaints have we received?

Complaints we received Quarter One 2024/25:
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Increase in the number of
complaints about services
being provided incorrectly
during quarter 1

76% of complaints
were responded to
within timescales.



