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Summary

Average Time to Resolve (in
hours)

12.2

Number of Tickets Received
(last 30 days)

377

Number of Tickets Received
(Overall)

14.00K

Number of Tickets Resolved
(last 30 days)

269

Number of Tickets Resolved
(Overall)

12.70K

First Contact Resolution

80.8%

Number of Interactions

21K

L 4 Newhaven

Number of Tickets by Week

@ No. of Tickets @> 10 Days To Resolve
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Number of Unresolved Tickets by Status*

First Escalation

Open

Pending

Waiting on Customer

Escalation Reply

200

2022
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Twitter 31.16% —\

11.14%

Source of Enquiries*

Phone

Outbound Email )
1.89%

Stakeholder & Communication

Longest Enquiries*

Type Ave. Hours
tvo Resolve
Considerate Constructors 614.2
Scheme
Potential Claims 165.7
Community Benefits 121.0
Business Continuity Fund 115.8
General Construction 93.6
Works
Support for Business 88.0
Post Construction 76.7
Cycling 67.5

\_— Email 55.73%
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E Turner & Townsend

* - since January 2021

Top 5 Enquiry Types*

Other 1.3K

Project related to f...

Traffic Management _ 1.0K
General Constructi... - 0.9K
Parking
0K 1K

Average Time to Resolve (in hours) by Source*

45.9
42.0
29.0
I 25.5

Phone Portal Email Outbound Twitter
Email




