Corporate Balanced Scorecard

Community/Customer

Processes

CST: % of calls answered

CST: % of calls answered in 20 secs
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% of Benefits change of circumstances online (IEG4)
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Ratio of web/call-post-email submissions (W2)

EH: % of nuisance complaints resolved at informal stage

Updated measures to replace the T18 programme measures that added

little extra information.

Additional measures to better quantify online uptake and benefit to the

council will be developed as the new website goes live.
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Complaint response speed
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