Key Performance Indicators

BIELD

Period 1 January to 315" March 2010

Call Answering Times

Month 30 Seconds 60 Seconds
(Target 80%) (Target 96.5%)

January 98.43% 99.94%

February 98.32% 99.89%

March 98.53% 99.95%

e Total calls for the period - 110,945

e Highest intake period — 10.00 am -11. 00am

Contact details

Bield Response24

18 Castlebank Gardens
Munro Place
Anniesland

Glasgow G13 2 BG
0141 950 1025

Registered Office: Bield Housing Association Ltd, 79 Hopetoun Street, Edinburgh, EH7 4QF, Tel: 0131 273 4000
Email: info@bield.co.uk; W: www.bield.co.uk: Scottish Charity Number SCO06878




