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Question: 

In regard to call wait times: 

a) Does the department have internal KPIs different to those publicly reported through 

budget papers and the annual report?  If so, why? 

b) What is the internal KPI to measure the percentage of callers who achieve their service 

outcome at the first point of contact? 

1) Is it the KPI called "First point of contact resolution"? 

2) What was the KPI for 2013–14 and what was the result? 

3) What is the KPI for 2014–15 and what is the result by week and month to date? 

 

Answer: 

a) No. 

b)   The department does not have a formal KPI that measures the percentage of callers who 

achieve their service outcome at the first point of contact. 

 

 
 


