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. .
- Kent Highway Services - Summary of Total number of contacts and resultant number of
- .
78 service requests analysis - 2006/7 to present
79
Number of phone calls / emails and Contact Centre once and done % (e.g. no service request issued)
80
2008/9
Apr-09 May-09 Jun-09 Jul-09 Aug-09 Sep-09 Oct-09 Nov-09 Dec-09 Jan-10 Feb-10 Mar-10 Cumulative
81 Total / %
Monthly Service Request 8008 7679 15687
Total 2009/10
82
Monthly total Number 11875 11771 23646
Contacts 2009/10
83
% Once and Done 2009/10 32.56% 34.27 33.7%
84
Monthly Service Request 7991 6727 7850 8624 7093 8061 7071 8223 6797 11156 14077 9770 103440
Total 2008/9
85
Monthly total Number 16288 14578 15164 15315 13093 14731 13940 14946 11211 17114 18804 15177 180361
Contacts 2008/9
86
% Once and Done 2008/9 50.9% 53.9% 48.2% 43.7% 45.8% 45.3% 49.3% 45.0% 39.4% 34.8% 25.1% 35.6% 42.6%
87
Monthly Service Request 5114 5761 6518 7814 7072 6102 6638 6125 4923 9136 6219 6330 77752
Total 2007/8
88
Monthly Total Number 12646 14054 16920 20743 15949 14453 15747 14515 10201 17962 14350 14159 181699
Contacts 2007/8
89
% Once and Done 2007/8 59% 59% 61% 62% 55% 58% 58% 58% 51% 49% 57% 55% 57%
90
Monthly Service Request 5051 6346 6147 5878 6453 6557 7371 6660 5513 9714 7216 7471 80377
Total 2006/7
91
Monthly Total Number 12014 14943 15442 14964 15016 14859 16496 15538 11083 17653 16379 17097 181484
Contacts 2006/7
92
% Once and done 2006/7 60% 58% 60% 61% 57% 56% 55% 57% 50% 44% 55% 56% 56%
93
94
The number and % of repeat calls
95
2009/10
Apr-09 May-09 Jun-09 Jul-09 Aug-09 Sep-09 Oct-09 Nov-09 Dec-09 Jan-10 Feb-10 Mar-10 Cumulative
96 Total / %
Repeat call % 2009/10 21.2% 16.0% 18.6%
97
Top three categories of Streetlighting, Streetlighting,
repeat calls (listed in order) | Drainage, Roads |Drainage, Roads
98 |2009/10
Repeat call % 2008/9 11.0% 9.9% 10.6% 10.3% 12.1% 12.5% 11.7% 11.6% 11.1% 3.5% 2.5% 4.8% 9.3%
99
Top three categories of Streetlighting, Roads, Roads, Vegetation, Vegetation, Roads, Vegetation, Streetlighting, Streetlighting, Streetlighting, Streetlighting, Streetlighting, Drainage, Drainage, n/a
repeat calls (listed in order) | Roads, Drainage | Streetlighting, Drainage Streetlighting Streetlighting, Vegetation, Roads Vegetation, Drainage, Roads Potholes, Drainage, Potholes | Streetlighting, Streetlighting,
100]2008/9 Drainage Roads Roads Drainage Potholes Potholes
Number of repeat calls 1156 1152 1316 1600 1539 1009 n/a n/a n/a n/a n/a 1030 8802
2007/8
101
Repeat call % 2007/8 12.2% 12.20% 10.80% 10.60% 13.60% 10.20% n/a n/a n/a n/a n/a 1% 11.51%
102
Top three categories of Drainage, Drainage, Lighting, Vegetation, Lighting, Drainage, Roads, Lighting, Call n/a n/a n/a n/a n/a Lighting, Roads, n/a
repeat calls (listed in order) Lighting, Lighting, Roads Roads Vegetation, Backs, Hedges Drainage
103]2007/8 Vegetation Vegetation Lighting
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5
6| 175 1.1%
7 | 160 1.0%
8| 358 2.3%
9 1 0.0%
10] 701 4.5%
11] 665 4.2%
12] 449 [ 29%
13] 99 0.6%
14| 25 0.2%
15| 95 0.6%
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17| 6 0.0%
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4723 | 30.1%
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20
21
22| 486 | 3.1%
23] 391 2.5%
24| 22 0.1%
25| 221 1.4%
26| 289 1.8%
27| 49 3.2%
28| 177 1.1%
29| 915 5.8%
30| 2273 [ 14.5%
31] 229 1.5%
32| 614 3.9%
33] 577 3.7%
34| 304 1.9%
35| 127 0.8%
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38| 489 | 31%
7668 | 48.9%
39
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43
ﬂ
45
46] 20 0.1%
47| 336 2.1%
48| 304 1.9%
49| 234 1.5%
894 5.7%
50
51]
52
53] 49 0.3%
54| 58 0.4%
55| 60 0.4%
56] 3 0.0%
57| o 0.0%
58| 324 2.1%
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61] 362 | 23%
62] 133 0.8%
63] © 0.0%
994 6.3%
64
65|
66
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68| 30 0.2%
69| 910 5.8%
70] 23 0.1%
71| 62 0.4%
72| 63 0.4%
73 1243 | 7.9%
74
75 15687
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