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Dear Chair 

 31 July 2019 
 
 

I am writing to you following our oral evidence session to the Committee on 10th July 
2019. 
 
Performance on telephone calls 
 
Ms Marie Rimmer MP asked me whether we set targets for our performance in answering 
telephone calls, and asked that we share the standards we set and our performance 
against them.   
 
At the evidence session I explained that the information that the existing telephony 
systems provide does not allow me to track our performance easily where calls are 
answered in individual courts and tribunals.   
 
As part of the reform programme we are committed to providing an accessible telephone 
service to all users, both professional and public users, and a key part of the reform 
programme is to centralise capacity and expertise to enable us both to answer calls in a 
timely and consistent manner and to monitor performance and take action where it falls 
below our expected standard. 
 
The development of Courts & Tribunals Service Centres (CTSCs) is an essential element 
in this work and the first two – in Stoke-on-Trent and Birmingham – are now operational. 
With the introduction of new technology, we are able to monitor calls covering divorce, 
social security and child support tribunals, immigration and asylum, and employment and 
tax, probate and the single justice service, as well as some calls relating to magistrates’ 
courts. 
 
We have access to daily figures from all centres which already use newer technology (our 
CTSCs and the National Contact Centre in Loughborough), on performance measures 
such as the volume of calls received, the answer and abandonment rate, average waiting 
time, and the percentage of issues resolved at first contact, and measure these against 
our targets. The second table, below, reflects our performance in these areas since 
February this year. Our standard is to answer 90% of calls (known as the answer rate) 
and so for fewer than 10% to be abandoned; you can see from the table that we need to 
do better here (and had a particularly poor month in April). We also look carefully at the 
rate of resolution at first contact, where we aim to resolve 80% of calls without need for a 
handoff to anyone else. Encouragingly, since February, we have consistently exceeded 
our target for issues resolved at first contact. 
 



 

We also look at the amount of time it takes us to answer calls. Having seen waiting times 
rise in April, we have since been making improvements. You will remember that at the 
evidence session I said that in the week before (week commencing 1st July) the average 
time taken to answer calls coming into the CTSCs was under 6 minutes. Below, I have set 
out the average answer times for that week, and for the weeks since. 
 

Week commencing mm:ss 

1st July  05:32 

8th July  05:45 

15th July 06:34 

 
Though the figure has risen slightly, we are continuing to work to bring it down, and the 
July figures represent a return to the levels of service we want to see after poor 
performance in April. This was driven by an unanticipated increase in demand coinciding 
with a lack of resources. We responded by putting more resource in, and you can see 
below that performance has since improved. Based on the weekly figures given above, we 
expect to see that improvement continue when we have the full month’s figures for July.   
 

  
Month 

Call 
volume 

Answer rate 
Average Wait time 

(mm:ss) 
Resolution at first 

contact 

Feb 104,635 78% 05:36 95% 

March 145,699 77% 06:36 95% 

April 196,389 66% 11:24 93% 

May 206,996 71% 09:38 94% 

June 184,473 74% 08:18 94% 

 
I hope this is helpful, and answers the questions that the Committee posed.  
 
Yours sincerely 
 
 
 
 
 
Susan Acland-Hood 
Chief Executive, HM Courts & Tribunals Service 
 


