Hampshire County Council Corporate Information Services

Quantitative Targets 2009-2011

	No.
	Performance Indicator
	Target

 2009/10
	Target  2010/11
	Comments
	Quarter 2 Review

30/09/2010



	1
	Total Enquiries received

(all 5 Information Centres)
	130,000
	100,000
	Based on trend from first quarter and results this figure is reasonable – NB this includes fulfilment enquiries
	More likely to be 80,000

	2
	Personal visitors

attended to within 5 minutes
	95%
	95%
	Face to face surveys from Information Centres has shown this target to be reasonable
	On target

	3
	Training: staff from other sites
	90
	70
	Reduction due to making efficiencies – only one CAP network meeting in the year
	On target

	4
	CAP Support visits 
	60
	70
	Support visits are more needs lead and less traditionally quantitative. 
	On target

	5
	Presentations/Involvement in community events
	85
	100
	Community Involvement step change due to new business requirement.  Information recorded on Access database.  Previous year’s targets included regular surgeries and clinics
	On target

	6
	Support rural communities by researching opportunities to increase information provision in rural areas.
	Open 11 CAPs


	Open 4 CAPs
	Key contributors are our partnerships with Age Concern Hampshire, Community Associations and Older Persons Wellbeing campaign


	On target

	7
	Customer satisfaction with the overall service provided by ICs (Visitor sheets)
	93%
	94%
	Based on trend as a result of surveys.  Target has come down because our change in business.
	On target

	8
	Switchboard:- telephone calls responded to within 10 seconds (3 rings)


	95%
	95%
	Calls taking longer to complete during Hantsdirect transition.  Transition, Hampshire Workstyle have contributed to the difficult situation the switchboard is in.  Nevertheless they are still managing to achieve a high result
	On target to reach 96%

	9
	Hantsdirect Fulfilment – within performance Standards
	95%
	95%
	The previous year shows the trend that we are able to produce results within performance standards all the time

	On target

	10 
	Blue Badge

Within 2 weeks

Within 4 weeks
	60%

98%
	
	Due to new drive for efficiencies the resource management challenge has meant that we cannot expect a 100% within 4 weeks result.  These figures are reasonable based on a recent survey conducted 
	On target
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