SURGERY CCNNECT Waltham Forest Community and Family

Services (E17
Management Report June 2025

1. Monthly Summary

Call Summary Abandoned Summary
Inbound Received B  Inbound Answered Average Inbound Talk [ Abandoned Calls +]
Time
4,511 2,424 2m 26s 1,682 (37.3%)
Outbound Attempted 8§ Outbound Connected Average Outbound Talk [ Average Abandoned Call [
Time Time
3,375 2,806 (83.1%) 2m 28s 46s

Queue Summary

Calls That Queued Answered From Queue Average Queue Time ﬁ
Answered
2,807 2,416 (86.1%) 9m 41s
Missed From Queue ﬁ Missed From Queue Repeat Callers That Average Queue Time
Excluding Repeat Callers Queued Missed
391 (13.9%) 324 (11.5%) 36 7m 56s

Callback Summary

Callbacks Requested @  Callbacks Successful ~ [§  Callbacks Unsuccessful [§  Patient Cancelled
Callbacks
470 419 38 1

B This data helps inform the reporting for the GP Contract. Read this article to learn more

ﬁ


https://help.x-onweb.com/en/articles/149879-nhs-8-metrics-report

2. Which Numbers Took the Most Inbound Calls?
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3. Which Users Answered the Most Inbound Calls?

Top 15 Users Answering Calls

Charlene Johnson
Saima Tabassum
Kathleen Lewis
Jennifer Douglas
Shannika Boyce
Shazia Igbal
Mehzabin Patel
Sacha Applegate
Iris Kirwan-Dixon
Bypass Line
Michelle Dyer
Valerie Williams
Anne Woodrow
Laura Joiner
Wajeeha Ahmed
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4. Which Users Dialled the Most Outbound Calls?

Top 15 Users Dialling Calls

Mehzabin Patel
Outbound Calls
Valerie Williams
Hande Albay
Francis Barnie
Thanam Ravagan
Saima Tabassum
Tasneem Adam
Balwinder Chohan
Gabiriel Ivbijaro
Sudeshna Sarkar
Zeinab Said
Charlene Johnson
Muhammed Patel
Esha Said
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5. Which Days of the Week are Busiest for Queued Calls?

Average Number of Queued Calls
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6. What Times of the Day are Busiest for Calls?

Average Number of Calls
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7. When Are We Making The Most Outbound Calls?

Average Outbound Calls By Hour
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8. How Long do Users Spend on Calls?

Inbound: Average Call Lengths

Jennifer Douglas
Iris Kirwan-Dixon
Saima Tabassum
Shazia Igbal
Michelle Dyer
Sacha Applegate
Laura Joiner
Kathleen Lewis
Mehzabin Patel
Shannika Boyce
Bypass Line
Anne Woodrow
Charlene Johnson
Balwinder Chohan

Valerie Williams
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—01m 18s

Outbound: Average Call Lengths

Anne Woodrow
Sue Kofi

Steve Maingot
Marianne Katherine Cooney
Ruby Leonard
Prediba Prabharan
Sudeshna Sarkar
Laura Joiner
Balwinder Chohan
Muhammed Patel
Faiza Said

Linda Woolley
Christian Cerra
Thanam Ravagan
Tasneem Adam
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9. How Many People are Answering Queued Calls?
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10. What Choices did Callers Make in the Busiest Menu?
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11. Monthly Summary
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