One Stop Shop Performance Report 2 May - 31 December 2011

Performance Summary
Customers Total ;u::m;‘;.i Av Wait =
Per Day Customers Time(decimal)
target
Benfits Appts 64 9568 76.1% 9.35
Housing Appts 46 6904 77.6% 9.29
Council Tax & Bens Drop In 74 11024 83.8% 7.78
Housing Drops In 40 6011 78.9% 9.48
I__ONE STOP SHOP _ |__ : 225 | _33507__ ]| 7 79.9% _1___ 898 ___
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Performance by service
AT EINED Customers -
Service Time Avg. Waiting Time  Waiting Time Distribution Total Served  Total Custom¢ Total Abandon Daily Average % Abandon % Wait within Goal
Mins (decimal) Mins (decimal)  <=15:00 >15:00 Y 9
Benefits Desk 1 16.75 9.42 2418 643 3034 3061 27 21 0.88% 78.99%
Benefits Desk 2 16.15 9.95 2441 734 3145 3175 30 21 0.94% 76.88%
Benefits Desk 3 11.05 1460 601 2041 2061 20 14 0.97% 70.84%
Housing Desk 1 16.60 9.37 2292 668 2947 2960 13 20 0.44% 77.43%
Housing Desk 2 17.23 9.43 2237 672 2898 2909 11 20 0.38% 76.90%
Housing Desk 3 17.45 9.08 811 224 1034 1035 1 7 0.10% 78.36%
E Benefits (Face to Face) 8.92 6.98 1130 141 1265 1271 6 9 0.47% 88.91%
Total 16.23 9.33 12789 3683 16364 16472 108 111 0.66% 77.64%
Council Tax + Benefits (Drop In) 6.48 7.78 9245 1779 10704 11024 320 73.99 2.90% 83.86%
Housing (Drop In) 6.40 9.48 4743 1268 5998 6011 13 40.34 0.22% 78.91%
Total 6.44 8.63 13988 3047 16702 17035 333 114 1.99% 82.11%
[Appointment Total [ 16.23 | 9.33] 12789 3683 | 16364 | 16472 | 108| 111] 0.66%] 77.64%|
[Drop in Total [ 6.44 [ 8.63] 13988 3047 | 16702 [ 17035 | 333] 114] 1.99%| 82.11%)|
Total 11.34 8.98 26777 6730 33066 33507 441 225 1.33% 79.91%



