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Key Performance Indicators
Period 1 July 2008 to 30 September 2008
Call Answering Times

	Month
	30 Seconds

(Target 80%)
	60 Seconds

(Target 96.5%)

	July
	93.83%
	97.86%

	August
	90.58%
	95.83%

	September
	93.36%
	97.68%


Total calls for the period 118,876
Highest intake period 0900-1000
Line availability July 2008
% of total calls rejected in system handshake was 0.07%.   The target set by TSA is 1%

% of total calls rejected at exchange (line busy) was 0.2%.   The target set by TSA is 0.5%

Line availability August 2008
% of total calls rejected in system handshake was 0.07%.   The target set by TSA is 1%

% of total calls rejected at exchange (line busy) was 0.2%.   The target set by TSA is 0.5%

Line Availability September 2008
% of total calls rejected in system handshake was 0.08%.   The target set by TSA is 1%

% of total calls rejected at exchange (line busy) was 0.2%.   The target set by TSA is 0.5%

Contact details

Bield Response24, 18 Castlebank Gardens, Munro Place, Anniesland, Glasgow G13 2 BG 
Tel; 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 SCOO6878
