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Customer Engagement Team: 2024-25 Performance Snapshot

Customer Contact Volume & Preferences

/ﬁ 97,334 calls answered \

Avg. call wait time: 43s |

X call abandon rate: 2.6%

3% 95.9% call handling satisfaction
(-J 1,118 webchats handled

- | 8,814 face to face customers assisted

Registration Service Metrics & Achievements

/D, 2,751 life events registered pith death marriage) \

@ 516 civil + 45 citizenship ceremonies
@ £342,670 fees income  (sewice is seif-financing)
840 digital appointments fulfilled

@ 106,000 views on Marriage website

[ 4,962 social media followers

/m New Registration diary, booking and

\@remony planning system implemented. /

Total Interactions handled: 683,863
$ Mediated (CSC/CSP): 155,257 (23%)
Automated (Web/IVR): 528,606 (77%)

Assistance Given to Services
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Digital Innovations and Developments 2024/25

Food Businesses registration system

@ Oban Pontoons booking & payment

£6.93M collected in online payments .
RQ Strategic events management system

B 40,990 online forms submitted % Clothing grant/school meal applications

8 98% accessibility score (independent audit) Q Neurodevelopment referrals system

B 512K MyCouncilWorks intranet views
L1 New Drupal 10 Hub Intranet launched

69 school sites moved to WordPress

Website moved to cloud platform

“Thank You to Your team for all their hard work on P1 Registration this year, we knew from last year that we needed to have the
catchment area check somewhere tn the form and they came up with a great compromise which not only allowed the catchment problem to
be resolved but also for parents to see a wmuch wore modern Looking application form. we have had another great suceess with P1 reg

because of the hard work of the team who couldnt have done any wore to make it happen on time.”
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