FOI 9149 
Under the Freedom of Information Act 2000, I would like to request the following information regarding inbound telephone activity into your Outpatient Booking/Appointment Teams.

To support efficient and consistent collation across Trusts, I would be grateful if you could provide your responses directly into the table below.
 
 
	Metric
	Response
	Notes / Definitions

	1. Total inbound calls received by your Outpatient Booking/Appointment Teams (most recent 12-month period of available data. )
	Jan 25 – 13481
Feb 25 – 11106
Mar 25 – 11995
Apr 25 – 11575
May – 12210
Jun 25 – 12612
Jul 25 – 13094
Aug 25 – 11467
Sep 25 – 13865
Oct 25 – 13065
Nov 25 – 10727
Dec 25 - 9365
	Please provide a total figure for the Trust or per department if reported separately.

	2. Percentage of abandoned calls
	Jan 25 - 499
Feb 25 – 395
Mar 25 – 451
Apr 25 – 591
May 25 – 663
Jun 25 – 389
Jul 25 – 559
Aug 25 – 574
Sep 25 – 493
Oct 25 – 513
Nov 25 – 373
Dec 25 - 374

	Definition: An abandoned call is one where the caller disconnects before the call is answered by a staff member or before reaching a completed interaction (e.g., leaving the queue or self-service pathway).

	3. Average call answer time (ASA)
	Jan 25 – 02:36
Feb 25 – 02:38
Mar 25 – 02:36
Apr 25 –02:34
May 25 – 02:28
Jun 25 – 02:29
Jul 25 – 02:39
Aug 25 –02:31
Sep 25 – 02:30
Oct 25 – 02:32
Nov 25 – 02:27
Dec 25 – 02:27
	Please provide the average time taken to answer calls (e.g., 2 minutes = 02:00 minutes). If multiple departments have different ASAs, please provide each.

	4. Categories/reasons for inbound calls received
	We don’t collect data of what the caller is calling in for on Netcall, but it is mainly cancelling and rescheduling appointments, confirming appointments, chasing when they will get a date for what they are waiting for. 

	Please list the main call reasons tracked by your systems in the form of a percentage (e.g., appointment booking, rescheduling, cancellations, blood tests, queries, waiting list queries, etc.). If available, please include approximate volumes or percentages for each category.


 
If the information is held across multiple call centres or systems, please indicate this in the table or provide supplementary detail as needed.

