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Summary

Average Time to Resolve (in
hours)

85.2

Number of Tickets Received
(last 30 days)

262

Number of Tickets Received
(Overall)

6447

Number of Tickets Resolved
(last 30 days)

216

Number of Tickets Resolved
(Overall)

6323

First Contact Resolution

77.3%

Number of Interactions

9464

Number of Tickets By Week Source of Enquiries Top 5 Enquiry Types

@ No. of Tickets @ > 10 Days To Resolve

Chat 4% _\ Traffic Manag... 1081
Email
200 General Const... 1035
Support for B...
100 I
Utilities relate...
Twitter 22.97% —/ . - 257
0
Jan 2020 Apr 2020 Jul 2020 Oct 2020 Jan 2021 0 500 1.000
Number of Unresolved Tickets by Status Longest Enquiries Average Time to Resolve (in hours) by Source
Type Ave. Hours 128.8
to Resolve :
rendne _ Not for SFN 2561 107.8
Constitution Street Site 2094 103.7
First Escalation excavation 100
Potential Claims 160.7
Parking 1283
Open I . 67.7
Utilities related (i.e. water 117.4
switched off)
Waiting on Customer _ Support for Business 1111 50
Waste 110.9
hi 314
Escalation Reply n Lothian Buses 99.7
This ticket has been ... I .
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https://app.powerbi.com/groups/me/reports/d7e7da6d-f158-4dd4-a347-a67d594b1598/ReportSectionf84ec9b70490ad185977?pbi_source=PowerPoint

