Suffolk

County Council

Freedom of Information — Response — 26754

| am writing to request information under the Freedom of Information Act 2000 relating to
customer call waiting times for your council.

Specifically, | would like to request the following information for the calendar years 2023,
2024 and 2025:

Question 1

Total time spent on hold by callers to your council’s customer contact centre(s), broken
down by month (e.g. January 2023, February 2023, etc.).

Question 2

Total number of incoming calls that were placed on hold each month.

Question 3

Where available, for each month:

The number of calls answered by an agent after being placed on hold.

The number of calls abandoned by the caller (i.e. callers who hung up while on hold).
Please see the below document.
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