an SCG company

Welcome to your Monthly o
Management Report ﬁ‘

What Does My Monthly Management Report Tell Me?

> Your call summary > Average in and outbound call lengths
> Which inbound number took the most calls > An average of how many queued calls are
> Which users answered and made the most calls answered by day of the week
> Which days of the week/times of day were > Preferred Menu choices
busiest for queued calls > Monthly Summary
> When are the most outbound calls made

Monthly Management Report Tools

r \ N
How Do | Add Additional Where Can | Find My
Recipients? Previous Monthly Reports?

Follow our guide to learn to manage your An archive of your Monthly Management
recipients via the Configuration Console. Reports is available via the Reports Portal.
View Guide » View Archive »
\ J . J

Want to maximise your reports Data?

Why not take our CPD accredited Academy course - Understand
Demand with Reports and Data Analysis - to equip you with the
skills, knowledge, and confidence needed to analyse practice call
data effectively.

Looking for the Monthly Newsletter?

Our monthly newsletter is now sent out separately. If you would like to _
receive our monthly newsletter, follow the link to join our community!

SURGERY SURGERY SURGERY SURGERY
o%é“asswt: %connect @< ntellec| k insights


https://www.x-on.co.uk/
https://help.x-onweb.com/en/articles/32325-adding-recipients-to-the-monthly-management-report-distribution-list
https://reports.x-onweb.com/report/monthly-management-report
https://surgeryconnect.academy/course/reports-and-data-analysis/
https://surgeryconnect.academy/course/reports-and-data-analysis/
https://fmgwh.share-eu1.hsforms.com/2CYBzHITsQlmVU9DyQAScEQ
https://fmgwh.share-eu1.hsforms.com/2CYBzHITsQlmVU9DyQAScEQ
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1. Monthly Summary

Call Summary Abandoned Summary
Inbound Received B  Inbound Answered Average Inbound Talk [ Abandoned Calls +]
Time
3,522 2,064 2m 31s 1,183 (33.6%)
Outbound Attempted 8§ Outbound Connected Average Outbound Talk [ Average Abandoned Call [
Time Time
2,673 2,249 (84.1%) 2m 28s 44s

Queue Summary

Calls That Queued Answered From Queue Average Queue Time ﬁ
Answered
2,315 2,048 (88.5%) 6m 36s
Missed From Queue ﬁ Missed From Queue Repeat Callers That Average Queue Time
Excluding Repeat Callers Queued Missed
267 (11.5%) 232 (10.0%) 28 5m 45s

Callback Summary

Callbacks Requested @  Callbacks Successful ~ [§  Callbacks Unsuccessful [§  Patient Cancelled
Callbacks
308 289 15 0

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?

@ Other
@ WF Main Call Flow




3. Which Users Answered the Most Inbound Calls?

Top 15 Users Answering Calls

Charlene Johnson
Jennifer Douglas
Saima Tabassum

Kathleen Lewis
Shazia Igbal
Mehzabin Patel
Sacha Applegate
Shannika Boyce
Bypass Line
Michelle Dyer
Anne Woodrow
Valerie Williams
Francis Barnie
Hande Albay

Wajeeha Ahmed

o

4. Which Users Dialled the Most Outbound Calls?

Top 15 Users Dialling Calls

Thanam Ravagan
Valerie Williams
Mehzabin Patel
Outbound Calls

Francis Barnie

Saima Tabassum

Hande Albay

Sudeshna Sarkar

Charlene Johnson

Muhammed Patel
Christian Cerra

Esha Said
Jennifer Douglas
Gabiriel Ivbijaro

Shannika Boyce
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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?

Jennifer Douglas
Saima Tabassum
Michelle Dyer
Shazia Igbal
Hande Albay
Sacha Applegate
Wajeeha Ahmed
Kathleen Lewis
Shannika Boyce
Mehzabin Patel
Charlene Johnson
Bypass Line
Anne Woodrow
Valerie Williams

Laura Joiner

Ruby Leonard

Sue Kofi
Sudeshna Sarkar
Balwinder Chohan
Prediba Prabharan
Laura Joiner
Tasneem Adam
Muhammed Patel
Linda Woolley
Christian Cerra
Nabila Din

Steve Maingot
Marianne Katherine Cooney
Thanam Ravagan

Gabiriel Ivbijaro

Inbound: Average Call Lengths

03m 11s
02m 55s
—02m 46s
—02m 46s
—02m 34s
—02m 13s
—02m 11s
02m 06s
01m 55s
01m 50s
—01m 40s
01m 34s
—01m 32s
—01m 16s
—01m 09s
1 2 3
Outbound: Average Call Lengths
—08m 37s
—06m 30s
06m 00s
05m 21s
05m 14s
04m 48s
—04m 37s
04m 29s
04m 17s
——03m 53s
—03m 38s
—03m 33s
03m 22s
—02m 40s
—02m 32s
2 4 6
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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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