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Improving Our Appointment Centre Call Handling 
Capability 

Phil Wong Chee Foon, Appointment Centre 

MISSION STATEMENT 
To achieve 90% of call handled for all calls into Appointment Centre and 
also to achieve 65% of service level for all calls being answered within 
20 seconds within 1 year. 

Figure 1. Workforce Management by tracking and conversion of workload into actual plan (New Roster 
Framework) 
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Call Daily Breakdown
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Date: Monday & Tuesday 

Intra-Day: 0900 to 0959hrs 

Minimum number of staff requirements for call 
 

Staff average call per day: 90 calls/day 
Service Level Target: 65% 

 
Monday: 1326/90 = 14 staffs Tuesday: 1043/90 = 12 staffs 
Wednesday: 860/90 = 10 staff Thursday: 795/90 = 9 staff 
Friday: 751/90 = 9 staff 

By understanding the call trend, peak period 
and staff requirement for call, we can now 
work on minimum number of staff 
requirement 

TEAM MEMBERS 

EVIDENCE OF A PROBLEM WORTH SOLVING 

IMPLEMENTATION 

Call Handled and Service Level 
 

NSC Appointment Centre is the first point of contact for our patients. It 
handles about 20,000 calls every month. Call handling is important as 
81% of appointments are made via call, 10% from internet booking, 5% 
from emails and 4% from fax. 
 

The centre has received much feedback from both internal and external 
customers. The most common feedback from patients is that they are 
unable to call through to the Appointment Centre especially during peak 
periods. The call abandon rate during peak periods was as high as 50% 
which resulted in patients not able to secure an appointment to receive 
timely treatment. 
 

During the 1st and 2nd Quarters of 2013, the average call handled was as 
low as 59% and the service level of calls handled within 20 seconds was 
15%. 

CURRENT PERFORMANCE 

Service Level 2013 (Target: 65% service level)
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CAUSE AND EFFECT DIAGRAM 

PARETO CHART 

 
Factors 

 
Intervention 

Date of 
Implementati

on 

1 Lack of Effective 
Workforce Management 

1) Establish and communicate service level targets to 
staff 
2) Forecast and track workload in terms of the call 
volume during peak periods and other non-call 
workload trends 

July 13 

2 Low Adherence Rate 
and Scheduling 

1) Establish new roster framework so that there is 
maximum staffing during staff break times. 
2) Stagger staff into 5 sessions for break times 

July 13 

3 Lack of Staff 
Engagement 

Initiate Monthly Staff Engagement Programme 
1) Job rotation within Appointment Centre 
2) Monthly performance review with the supervisor 
3) Monthly team building sessions 

Aug 14 

4 Staff Unaware of 
Individual KPI 

1) Introduce more reports and metrics for tracking 
staff performance 
2) Call audits are also reinforced monthly 

Aug 14 

5 
Limited Vision Due To 
High Cubicles to view 

wallboard 

1) Reshuffling of staff into 3 teams for effective 
supervision and timely interventions Aug 14 
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COST SAVINGS 
• Better utilization of manpower. 
• Increased call efficiency without increasing the operating costs. 
• Increased staff moral by staff engagement programme for better staff 

retention. 

PROBLEMS ENCOUNTERED 

STRATEGIES FOR SUSTAINING THE GAINS 

LESSONS LEARNT 

Low Call Performance 
• Call Handled 
• Abandoned Call 
• Service Level 

Manpower 

Manpower 
Allocation 

Break Time 
framework No Forecasting of 

workload 

Method 

Utilisation Factors (the time that agents 
spent in breaks, meetings, trainings and 

coaching sessions) 

Presence Factors 
(absenteeism, vacation) 

Measurement 

No  monitoring of staff 
performance 

No monitoring of 
agent activity 

No monitoring of daily 
performance 

Machine 

Scheduling 

Work Force  
Management 

Unaware of KPI 

Limited Metrics 
Of Call Centre 

Product Knowledge 
and Processes 

Lack of Staff 
Engagement 

Job Scope 

Adherence Rate 

Phone Issue 

No Knowledge  
Base 

Faulty phone set lead 
to higher Average 

Handling Time (AHT) 

Staff not familiar with 
resource booking 

Staff are not aware of the number of 
calls they need to answer / other 

workload 

Senior PSAs are not aware of their roles and 
responsibilities 

Environment 

High Partition 

Clinic Executives 
unable to monitor 

agents 

Agent unable to 
view wallboard 

System  
Limitation 

Unable to pull out call 
trends 

• During Nov 2013, staff are unfamiliar with the new work processes 
and the different phone model that resulted in lesser calls being 
answered. 

• Daily performance report is used to keep track of the centre 
performance and these data are used in workforce management 
planning. 

• Monthly staff performance review sessions are conducted to ensure 
staff achieve their KPI and remain motivated. 

Leader : Phil Wong Chee Foon (Clinic Executive) 
Facilitator : Johnny Foo (Clinic Operations Manager)  
Members : Mavis Tan Bee Hong (Senior Patient Service Associate) 

Nachiammal D/O Nachiappan (Senior Patient Service Associate) 

Pareto Chart of Low Call Performance
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• Team goals are important as they bind a team together and keep it 
cohesive even when internal disagreements arise. 

• Teamwork among colleagues is important. 
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		Appointment Call Category Survey

		Date:

				Appointments										General Enquiries								Pt's request								SOC Subsidies				Total

		Time		Appt Book		Change Appt		Cfm Appt		Referrals		Others		Consultation fees		Opening Hrs		Carpark		Others		Repeat Rx		MC		Time Chit		Others		CHAS		PG package

		0800-0859

		0900-0959

		1000-1059

		1100-1159

		1200-1259

		1300-1359

		1400-1459

		1500-1559

		1600-1700

		Total





Report - Intra-Day

						0800 - 0859		0900 - 0959		1000 - 1059		1100 - 1159		1200 - 1259		1300 - 1359		1400 - 1459		1500 - 1559		1600 - 1700

		Monday		1-Jul-14		14		19		13		11		10		13		14		7		5		106

		Tuesday		2-Jul-14		12		18		9		10		8		11		12		6		5		91

		Wednesday		3-Jul-14		9		17		8		9		9		10		11		5		4		82

		Thursday		4-Jul-14		10		15		7		8		7		9		8		4		5		73

		Friday		5-Jul-14																				0

		Saturday		6-Jul-14																				0

		Sunday		7-Jul-14																				0

		Monday		8-Jul-14																				0

		Tuesday		9-Jul-14																				0
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		Monday		22-Jul-14																				0

		Tuesday		23-Jul-14																				0

		Wednesday		24-Jul-14																				0

		Thursday		25-Jul-14																				0

		Friday		26-Jul-14																				0

		Saturday		27-Jul-14																				0

		Sunday		28-Jul-14																				0

		Monday		29-Jul-14																				0

		Tuesday		30-Jul-14																				0

		Wednesday		31-Jul-14																				0

						11		17		9		10		9		11		11		6		5





Report - Intra-Day

		



Intra-Day Breakdown (Per Staff)



Daily Report

		

		Monday		1326

		Tuesday		1043

		Wednesday		860

		Thursday		795

		Friday		751

		Monday		109

		Tuesday		59

		Wednesday		56

		Thursday		47

		Friday		40

		Monday		253

		Tuesday		63

		Wednesday		66

		Thursday		67

		Friday		134





Daily Report

		



Call Daily Breakdown



Report - Category

		



Email Daily Breakdown



		



SMS Daily Breakdown



				Appt Book		Change Appt		Cfm Appt		Referrals		Others		Consultation fees		Opening Hrs		Carpark		Others		Repeat Rx		MC		Time Chit		Others

		1-Jul-14

		2-Jul-14

		3-Jul-14

		4-Jul-14

		5-Jul-14

		6-Jul-14

		7-Jul-14

		8-Jul-14

		9-Jul-14

		10-Jul-14

		11-Jul-14

		12-Jul-14

		13-Jul-14

		14-Jul-14

		15-Jul-14

		16-Jul-14

		17-Jul-14

		18-Jul-14

		19-Jul-14

		20-Jul-14

		21-Jul-14

		22-Jul-14

		23-Jul-14

		24-Jul-14

		25-Jul-14

		26-Jul-14

		27-Jul-14

		28-Jul-14

		29-Jul-14

		30-Jul-14

		31-Jul-14

				0		0		0		0		0		0		0		0		0		0		0		0		0





		



Categories




Chart5

		Monday

		Tuesday

		Wednesday

		Thursday

		Friday



Call Daily Breakdown

1326

1043

860

795

751



Template

		Appointment Call Category Survey

		Date:

				Appointments										General Enquiries								Pt's request								SOC Subsidies				Total

		Time		Appt Book		Change Appt		Cfm Appt		Referrals		Others		Consultation fees		Opening Hrs		Carpark		Others		Repeat Rx		MC		Time Chit		Others		CHAS		PG package

		0800-0859

		0900-0959

		1000-1059

		1100-1159

		1200-1259

		1300-1359

		1400-1459

		1500-1559
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		Total





Report - Intra-Day

						0800 - 0859		0900 - 0959		1000 - 1059		1100 - 1159		1200 - 1259		1300 - 1359		1400 - 1459		1500 - 1559		1600 - 1700

		Monday		1-Jul-14		14		19		13		11		10		13		14		7		5		106

		Tuesday		2-Jul-14		12		18		9		10		8		11		12		6		5		91

		Wednesday		3-Jul-14		9		17		8		9		9		10		11		5		4		82

		Thursday		4-Jul-14		10		15		7		8		7		9		8		4		5		73
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				Jan-13		Feb-13		Mar-13		Apr-13		May-13		Jun-13		Jul-13		Aug-13		Sep-13		Oct-13		Nov-13		Dec-13		Jan-14		Feb-14		Mar-14		Apr-14		May-14		Jun-14		Jul-14		Aug-14		2013		Mth to Mth diff

		1. Call Performance

		Actual Offered		27756		19597		22638		23940		22890		20618		22200		19213		19574		20674		20221		18142		18914		19422		19547		20408		19948		20231		19791		18869		257463		-10.1%

		Blocking (Force Disconnect / Overflow)		4521		3168		2025		1993		1818		1243		803		659		352		209		456		271		183		333		192		187		206		106		145		81		17518		-88.5%

		Calls Offered		23235		16429		20613		21947		21072		19375		21397		18554		19222		20465		19765		17871		18731		19089		19355		20221		19742		20125		19646		18788		239945		-9.3%

		Calls Answered		13028		10310		13392		14833		14486		14021		16889		15361		16703		18555		16706		15966		17137		17068		17349		17321		17155		17603		18250		17305		180250		-4.0%

		Call handled (%)		46.9%		52.6%		59.2%		62.0%		63.3%		68.0%		76.1%		80.0%		85.3%		89.8%		82.6%		88.0%		90.6%		87.9%		88.8%		84.9%		86.0%		87.0%		92.2%		91.7%		70.0%		5.4%

		Total abandoned calls		10207		6119		7221		7114		6586		5354		4508		3193		2519		1910		3059		1905		1594		2021		2006		2900		2587		2522		1396		1483		59695		-60.4%

		Abandon rate (%)		36.8%		31.2%		31.9%		29.7%		28.8%		26.0%		20.3%		16.6%		12.9%		9.2%		15.1%		10.5%		8.4%		10.4%		10.3%		14.2%		13.0%		12.5%		7.1%		7.9%		23.2%		-4.6%

		Answered after Threshold		12079		8424		9824		10693		10141		9575		10003		7951		7046		5980		7769		5850		5669		6486		4925		4602		4603		4950		3477		3788		105335		-32.1%

		Call answer within 20 Sec		949		1886		3568		4140		4345		4446		6886		7410		9657		12575		8937		10116		11468		10582		12424		12719		12552		12653		14773		13517		74915		9.4%

		Service Level (Call ans within 20 sec) %		3.4%		9.6%		15.8%		17.3%		19.0%		21.6%		31.0%		38.6%		49.3%		60.8%		44.2%		55.8%		60.6%		54.5%		63.6%		62.3%		62.9%		62.5%		74.6%		71.6%		29.1%		11.6%

		Blocking (%)		16.29%		16.17%		8.95%		8.32%		7.94%		6.03%		3.62%		3.43%		1.80%		1.01%		2.26%		1.49%		0.97%		1.71%		0.98%		0.92%		1.03%		0.52%		0.73%		0.43%		6.80%		-0.8%

		DN Calls		3213		2683		3216		6203		3001		2352		2843		2706		2801		2746		2541		2963		2550		2687		3021		2683		2598		2418		3051		2990		37268		15.4%

		DN Talk Time (mins)		3648.3		3155.54		4226.49		9706.21		4783.1		4000.23		3481.2		2765.12		3237.48		3459		2990.05		2937		2731		2996		4104.31		2850		2660.07		2555.56		3777.07		2819		48389.72		-1.5%

		2. Call Productivity

		Answer Delay		32662.41		21878.19		21473.08		22808.17		21921.42		19505.49		18797.28		13484.58		11050.22		8941.28		13124.4		9146.1		8174.15		10053.34		7452.32		6796.24		6013.47		6401.05		4982.28		5174.18		214792.62		-44.5%

		Avg Ans Delay		2.36		2.07		1.36		1.32		1.31		1.23		1.07		0.53		0.4		0.29		0.47		0.34		0.29		0.35		0.26		0.24		0.21		0.22		0.16		0.18		1.06		-44.8%

		Max Ans Delay		6.22		8.49		6.01		6.14		6.26		6.22		6.19		6.15		6.08		6.11		6.17		6.17		6.15		6.14		6.02		6.17		6.07		6.04		5.49		6.15		6.35		0.0%

		Ring time (mins)		554.00		438.35		565.57		633.35		618.17		592.6		736.2		648.3		721.4		763.0		709.1		646.0		715.00		717.00		726.00		747.38		725.10		706.24		778.6		740.5		7626.01		-8.3%

		Waiting Time (mins)		995.17		2203.19		4477.17		4363.37		5532.46		5692.47		9424.5		11678.4		17898.1		22758.0		13344.4		19425.0		20068.00		17647.00		22569.00		25916.47		21110.08		20541.12		32383.3		30767.4		117792.19		26.7%

		Skillset Talk time (mins)		32638.42		27209.30		34649.47		36910.15		38007.01		35600.16		43672.6		37169.1		40172.2		43705.0		39870.4		38504.0		40499.00		41433.00		41057.00		42163.37		42004.11		42293.43		41477.5		39652.2		448107.82		-3.1%

		Average Handling Time (AHT ) mins		2.55		2.68		2.63		2.53		2.67		2.58		2.63		2.46		2.45		2.40		2.43		2.45		2.40		2.47		2.41		2.48		2.49		2.44		2.32		2.33		2.5		1.0%

		Logged In Time (mins)		103181.47		86942.57		111405.58		112040.27		113027.14		110283.06		140297.0		117040.0		125811.3		142828.0		118678.4		120616.0		125273.00		128344.00		136114.00		140819.33		131014.43		137601.47		148925.0		155587.1		1402150.79		1.4%

		Not Ready Time (mins)		42416.36		34615.62		42730.08		35529.35		38969.26		39890.28		51805.43		38770.11		35824.08		40403.44		35391.52		32300.44		33421.56		37030.11		37410.13		37848.93		35400.75		40927.02		37414.14		47033.04		468645.99		-7.7%

		Break Time (Estimation)		22929.22		19320.57		24756.80		24897.84		25117.14		24507.35		31177.11		26008.89		27958.06		31739.56		26372.98		26803.56		27838.44		28520.89		30247.56		31293.18		29114.32		30578.10		33094.44		34574.91		311589.06		1.4%

		Productive Hours (mins)		37835.9		33006.4		43918.7		51613.1		48940.7		45885.4		57314.5		52261.0		62029.1		70685.0		56913.9		61512.0		64013.0		62793.0		68456.3		71677.2		66499.4		66096.4		78416.4		73979.2		933504.8		6.5%

		Call handled per/hr		20.7		18.7		18.3		17.2		17.8		18.3		17.7		17.6		16.2		15.8		17.6		15.6		16.1		16.3		15.2		14.5		15.5		16.0		14.0		14.0		15.4		-12.9%

		3. Application Performance (skillset)

		English		12129		9,498		12,494		13681		13491		12959		15370		13988		15230		16,651		15,170		14,350		15583		15,436		15,611		15651		15428		15937		16441		15460		165011		-4.9%

		Mandarin		482		479		547		749		632		727		1077		976		1098		1,503		1,156		1,214		1174		1,249		1334		1283		1310		1305		1398		1446		10640		3.9%

		Malay		5		11		13		12		6		10		20		23		20		30		22		29		37		25		41		27		28		35		21		37		201		23.3%

		Tamil		23		12		11		13		41		24		32		8		23		22		14		20		7		7		15		13		24		10		13		1		243		27.3%

		GP		389		307		326		378		316		301		390		366		332		347		338		353		328		351		345		344		365		316		377		361		4143		4.3%

		CP By Pass		0		3		1		0		0		0		0		0		0		2		6		0		8		0		3		3		0		0		0		0		12		-300.0%

		Total		13028		10310		13392		14833		14486		14021		16889		15361		16703		18555		16706		15966		17137		17068		17349		17321		17155		17603		18250		17305		180250		-4.0%

		4. Call Audit Performance

		Call Audit overall performance (%) (Target 90%)		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		1080.00%		NA

		Call Audit Performance (%)		NA		NA		NA		NA		NA		NA		NA		78.19%		79.52%		78.76%		85.09%		89.76%		90.41%		88.86%		90.47%		93.86%		86.25%				94.78%		93.65%		NA		5.9%

		Total number of calls audited		NA		NA		NA		NA		NA		NA		NA		21		21		27		45		41		36		39		37		45		40				27		59		155		-14.8%

		Number of PSA audited		NA		NA		NA		NA		NA		NA		NA		11		9		12		13		12		13		13		13		13		13				12		13		57		-8.3%

		Number of PSA passed (%)		NA		NA		NA		NA		NA		NA		NA		0		0		2		3		7		8		8		6		11		7				11		11		12		200.0%

		5. Transaction Report

		Appointment Main Line		13028		10310		13392		14833		14486		14021		16889		15361		16703		18555		16706		15966		17137		17068		17349		17321		16790		17287		18250		17305		180250		-4.0%

		Non GP Line		12639		10003		13066		14455		14170		13720		16499		14995		16371		18208		16368		15613		16809		16717		17004		16977		16425		16971		17873		16944		176107		-4.1%

		GP Line		389		307		326		378		316		301		390		366		332		347		338		353		328		351		345		344		365		316		377		361		4143		4.3%

		VoiceMail		799		587		390		400		369		279		253		216		188		158		172		190		179		180		165		161		178		137		133		97		4001		11.4%

		Appointment Made		412		301		184		171		209		159		143		97		102		72		64		80		76		80		76		77		78		70		57		41		1994		22.2%

		No Further Action		140		109		85		84		67		45		51		51		42		30		47		54		52		44		36		41		48		38		35		23		805		23.3%

		No Response		247		177		121		145		93		75		59		68		44		56		61		56		51		56		53		43		52		29		41		33		1202		-8.9%

		Call		13827		10897		13782		15233		14855		14300		17142		15577		16891		18713		16878		16156		17316		17248		17514		17482		16968		17424		18383		17402		184251		-3.9%

		Internet Transactions		3471		2715		3210		3207		3189		3076		3278		3298		3409		3462		3325.00		3022		3218		3290		3158		2885		2972		3213		2971		3292		38662		-8.8%

		Make		2324		1891		2297		2312		2249		2255		2329		2442		2567		2597		2559		2368		2401		2466		2441		2230		2265		2516		2279		2428		28190		-7.4%

		Change		789		573		615		616		624		535		633		565		550		567		494		428		533		567		477		429		450		441		435		556		6989		-11.6%

		Cancel		358		251		298		279		316		286		316		291		292		298		272		226		284		257		240		226		257		256		257		308		3483		-15.4%

		Email Transactions		1836		1335		1561		1394		1428		1397		1413		1386		1351		1351		1137.00		1043		1100		1162		1034		1070		1044		1155		1070		1199		16632		-7.0%

		Make		966		794		981		850		872		859		860		844		849		745		688		669		543		690		551		545		556		579		643		527		9977		-2.6%

		Change		262		182		330		205		168		315		250		185		282		172		146		184		160		273		144		140		163		144		211		126		2681		22.1%

		Cancel		115		63		91		103		89		83		93		76		83		90		54		50		59		69		55		70		91		69		81		104		990		-4.4%

		Others		493		296		159		236		299		140		210		281		137		344		249		140		338		130		284		315		234		363		135		442		2984		-31.7%

		Fax Request		2203		1620		1846		1774		1765		1623		1661		1469		1200		1312		1345.00		1475		1358		1097		1271		1253		1212		1291		1175		1112		19293		9.9%

		Polyclinics		1238		903		1103		946		994		855		817		674		512		637		596		755		629		554		685		639		641		723		633		563		10030		25.0%

		Private		164		96		95		95		73		60		74		54		36		18		17		23		12		15		13		25		19		13		13		8		805		33.3%

		Hospitals		525		410		438		464		475		467		544		505		443		450		487		514		498		313		325		329		294		304		309		328		5722		6.0%

		SAF		203		178		181		220		200		209		173		189		167		182		216		141		195		180		193		209		176		177		159		166		2259		-41.2%

		GP / Specialists		59		27		24		43		18		21		36		37		17		14		15		19		13		19		28		26		36		38		33		32		330		28.6%

		Others		14		6		5		6		5		11		17		10		25		11		14		23		11		16		27		25		46		36		28		15		147		81.8%

		SMS Request		3575		2423		2006		2764		3016		2219		2324		2843		2602		2613		2455.00		2202		2417		2460		2333		1294		2156		2339		2160		2494		31042		-9.7%

		Cancelled		1105		696		609		760		737		537		660		702		658		621		575		544		612		579		575		380		577		522		545		604		8204		-5.0%

		Changed		957		719		672		837		857		619		677		865		751		604		510		593		748		788		789		482		663		755		647		831		8661		13.7%

		Others		1513		1008		725		1167		1422		1063		987		1276		1193		1388		1370		1065		1057		1093		969		432		916		1062		968		1059		14177		-22.0%

		TOTAL TRANSACTION:		24912		18990		22405		24372		24253		22615		25818		24573		25453		27451		25140.00		23898		25409		25257		25310		23984		24352		25422		25759		25499		289880		-4.5%

		6. Walk in Statistic

		Walk in at Reception		380		333		305		309		295		278		356		316		261		300		236		285		258		282		357		302		256		0		281		298		3654		16.3%

		Assess by S/N		183		160		142		110		157		92		187		170		162		163		143		115		146		85		89		118		113				95		79		1784		-17.2%

		Future Appointment		140		88		112		128		95		141		120		114		70		101		64		102		79		102		155		118		96				120		168		1275		37.6%

		Walked Off		57		85		51		71		43		45		49		32		29		36		29		68		33		95		113		66		47				66		51		595		108.3%

		Walk in at Clinic		681		412		588		566		629		560		646		537		477		539		464		498		628		463		411		429		487		0		363		346		6597		6.3%

		New Case (Pte Walk In)		248		128		187		199		244		178		270		248		236		233		194		192		245		151		142		131		187				165		148		2557		-0.9%

		Follow Up (Pte Walk In)		170		96		137		158		114		128		152		104		111		152		111		145		167		123		94		130		123				92		120		1578		22.4%

		New Case (Sub Walk In)		107		90		110		92		112		96		98		67		65		58		72		64		90		95		68		65		71				59		32		1031		-13.8%

		Follow Up (Sub Walk In)		156		98		154		117		159		158		126		118		65		96		87		97		126		94		107		103		106				47		46		1431		10.4%

		TOTAL WALK IN:		1061		745		893		875		924		838		1002		853		738		839		700		783		886		745		768		731		743		0		644		644		10251		9.9%

		7. Attendence

		Scheduled		266		224		309.5		328		325.5		305.5		332		263		316.5		337		318		320		345		335		337		362		331		333		368		378		3645		0.6%

		MC (Day)		24.5		33		24		24		18		21		9		10		10		17		22		14		33		29		26		23		23		12		20		15		226.5		-47.1%

		Urgent Leave (Day)		5		5		6.5		3		6.5		10.5		4		0		6		7		17		17		12		6		2		7		11		8		5		6		87.5		0.0%

		Absenteeism rate		11.1%		17.0%		9.9%		8.2%		7.5%		10.3%		3.9%		3.8%		5.1%		7.1%		12.3%		9.7%		13.0%		10.4%		8.3%		8.3%		10.3%		6.0%		6.8%		5.6%		8.6%		-36.2%

		Absenteeism target rate 10 %		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		NA

		8. Call Trend (Number of Call per Day)

		Monday		NA		NA		NA		NA		NA		NA		1264		1326		1309		1243		1302		1180		1206		1299		1251		1345		1287.5		1278.6		1181		1278		7624		-9.8%

		Tuesday		NA		NA		NA		NA		NA		NA		1043		1043		923		1000		1009		698		956		1043		928		1012		1102		1022.5		1003		944		5716.5		-31.1%

		Wednesday		NA		NA		NA		NA		NA		NA		876		860		844		898		881		779		801		906		819		822		930.75		862.75		873		812		5137.5		-11.3%

		Thursday		NA		NA		NA		NA		NA		NA		788		795		734		808		851		860		773		840		799		813		817		811.5		788		773		4836.25		1.1%

		Friday		NA		NA		NA		NA		NA		NA		769		751		756		793		830		744		795		768		778		868		878		761.5		716		732		4642.8		-10.8%

		TOTAL:		NA		NA		NA		NA		NA		NA		4740		4775		4566		4742		4873		4261		4531		4856		4574		4860		5015		4737		4561		4539		27957.05		-12.9%

		9. Email Trend (Number of Email per Day)

		Monday		NA		NA		NA		NA		NA		NA		117		139		109		67		89		82		103		112		92		78		94.5				76		115		602.55		-9.7%

		Tuesday		NA		NA		NA		NA		NA		NA		59		56		59		58		45		40		49		56		42		61		41.5				49		57		315.75		-7.8%

		Wednesday		NA		NA		NA		NA		NA		NA		41		53		50		67		44		34		32		44		39		32		43.25				41		49		288.25		-14.9%

		Thursday		NA		NA		NA		NA		NA		NA		45		36		47		48		36		44		38		50		41		32		34				37		40		255.9		17.7%

		Friday		NA		NA		NA		NA		NA		NA		38		41		40		43		34		31		29		33		34		28		27.2				33		34		227.1		-7.9%

		TOTAL:		0		0		0		0		0		0		299		325		304		283		247		231		251		295		246		231		240.45		0		236		295		1689.55		-5.6%

		10. SMS Trend (Number of SMS per Day)

		Monday		NA		NA		NA		NA		NA		NA		195		301		253		285		266		199		285		282		234		138		214.5				216		289		1499.15		-23.5%

		Tuesday		NA		NA		NA		NA		NA		NA		63		88		63		78		88		66		58		80		73		40		75				81		82		446.15		-28.5%

		Wednesday		NA		NA		NA		NA		NA		NA		53		85		69		78		52		66		58		80		68		34		68.5				59		57		403.45		17.9%

		Thursday		NA		NA		NA		NA		NA		NA		90		83		67		62		81		62		70		79		65		50		69.25				62		87		444.6		-30.2%

		Friday		NA		NA		NA		NA		NA		NA		101		94		134		108		101		75		82		76		84		58		89.4				74		87		612.7		-24.4%

		TOTAL:		0		0		0		0		0		0		503		650		586		611		588		468		553		597		525		320		517		0		492		602		3406.05		-19.7%



Phil:
The Application Delay Before Answer report shows summarized performance
information regarding call answer delays for an application. The report focuses
on application performance from the customer’s point of view, indicating how
long customers wait before connecting to an agent.

Phil:
Not Ready Time = Logged in time - DN Talk time - Ring time - Waiting time - Skillset Talk time - break time

Phil:
A ratio of 9 : 2 : 7
Estimation of a normal routine of PSA day
Total Logged in = 9 hr
Total Break = 2 hr
Total Productive hour = 7hr

philwong:
42.5% if we are using the old formula (Excluding abandoned calls)

philwong:
34.98% If we are using the old formula (Excluding abandoned call)

philwong:
26.32% If we are using the old forumla (Excluding abandoned calls)

philwong:
24.76% If we are using the old forumla (Excluding abandoned call)

philwong:
22.92% If we are using the old forumla (Excluding abandoned call)

philwong:
21.94% If we are using the old forumla (Excluding abandoned calls)

philwong:
15.61% If we are using the old forumla (Excluding abandoned call)

philwong:
8.46% If we are using the old formula (Excluding abandoned calls)

philwong:
52.24%  if we are using the old formula (Excluding abandoned calls)

philwong:
There are 2 half day. Thus call volumne will be lower

philwong:
Incident - 21 April to 24 April did not receive any SMS. SMS back to normal on 25 April onward.
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2013

				Jan-13		Feb-13		Mar-13		Apr-13		May-13		Jun-13		Jul-13		Aug-13		Sep-13		Oct-13		Nov-13		Dec-13		Jan-14		Feb-14		Mar-14		Apr-14		May-14		Jun-14		Jul-14		Aug-14		2013		Mth to Mth diff

		1. Call Performance

		Actual Offered		27756		19597		22638		23940		22890		20618		22200		19213		19574		20674		20221		18142		18914		19422		19547		20408		19948		20231		19791		18869		257463		-10.1%

		Blocking (Force Disconnect / Overflow)		4521		3168		2025		1993		1818		1243		803		659		352		209		456		271		183		333		192		187		206		106		145		81		17518		-88.5%

		Calls Offered		23235		16429		20613		21947		21072		19375		21397		18554		19222		20465		19765		17871		18731		19089		19355		20221		19742		20125		19646		18788		239945		-9.3%

		Calls Answered		13028		10310		13392		14833		14486		14021		16889		15361		16703		18555		16706		15966		17137		17068		17349		17321		17155		17603		18250		17305		180250		-4.0%

		Call handled (%)		46.9%		52.6%		59.2%		62.0%		63.3%		68.0%		76.1%		80.0%		85.3%		89.8%		82.6%		88.0%		90.6%		87.9%		88.8%		84.9%		86.0%		87.0%		92.2%		91.7%		70.0%		5.4%

		Total abandoned calls		10207		6119		7221		7114		6586		5354		4508		3193		2519		1910		3059		1905		1594		2021		2006		2900		2587		2522		1396		1483		59695		-60.4%

		Abandon rate (%)		36.8%		31.2%		31.9%		29.7%		28.8%		26.0%		20.3%		16.6%		12.9%		9.2%		15.1%		10.5%		8.4%		10.4%		10.3%		14.2%		13.0%		12.5%		7.1%		7.9%		23.2%		-4.6%

		Answered after Threshold		12079		8424		9824		10693		10141		9575		10003		7951		7046		5980		7769		5850		5669		6486		4925		4602		4603		4950		3477		3788		105335		-32.1%

		Call answer within 20 Sec		949		1886		3568		4140		4345		4446		6886		7410		9657		12575		8937		10116		11468		10582		12424		12719		12552		12653		14773		13517		74915		9.4%

		Service Level (Call ans within 20 sec) %		3.4%		9.6%		15.8%		17.3%		19.0%		21.6%		31.0%		38.6%		49.3%		60.8%		44.2%		55.8%		60.6%		54.5%		63.6%		62.3%		62.9%		62.5%		74.6%		71.6%		29.1%		11.6%

		Blocking (%)		16.29%		16.17%		8.95%		8.32%		7.94%		6.03%		3.62%		3.43%		1.80%		1.01%		2.26%		1.49%		0.97%		1.71%		0.98%		0.92%		1.03%		0.52%		0.73%		0.43%		6.80%		-0.8%

		DN Calls		3213		2683		3216		6203		3001		2352		2843		2706		2801		2746		2541		2963		2550		2687		3021		2683		2598		2418		3051		2990		37268		15.4%

		DN Talk Time (mins)		3648.3		3155.54		4226.49		9706.21		4783.1		4000.23		3481.2		2765.12		3237.48		3459		2990.05		2937		2731		2996		4104.31		2850		2660.07		2555.56		3777.07		2819		48389.72		-1.5%

		2. Call Productivity

		Answer Delay		32662.41		21878.19		21473.08		22808.17		21921.42		19505.49		18797.28		13484.58		11050.22		8941.28		13124.4		9146.1		8174.15		10053.34		7452.32		6796.24		6013.47		6401.05		4982.28		5174.18		214792.62		-44.5%

		Avg Ans Delay		2.36		2.07		1.36		1.32		1.31		1.23		1.07		0.53		0.4		0.29		0.47		0.34		0.29		0.35		0.26		0.24		0.21		0.22		0.16		0.18		1.06		-44.8%

		Max Ans Delay		6.22		8.49		6.01		6.14		6.26		6.22		6.19		6.15		6.08		6.11		6.17		6.17		6.15		6.14		6.02		6.17		6.07		6.04		5.49		6.15		6.35		0.0%

		Ring time (mins)		554.00		438.35		565.57		633.35		618.17		592.6		736.2		648.3		721.4		763.0		709.1		646.0		715.00		717.00		726.00		747.38		725.10		706.24		778.6		740.5		7626.01		-8.3%

		Waiting Time (mins)		995.17		2203.19		4477.17		4363.37		5532.46		5692.47		9424.5		11678.4		17898.1		22758.0		13344.4		19425.0		20068.00		17647.00		22569.00		25916.47		21110.08		20541.12		32383.3		30767.4		117792.19		26.7%

		Skillset Talk time (mins)		32638.42		27209.30		34649.47		36910.15		38007.01		35600.16		43672.6		37169.1		40172.2		43705.0		39870.4		38504.0		40499.00		41433.00		41057.00		42163.37		42004.11		42293.43		41477.5		39652.2		448107.82		-3.1%

		Average Handling Time (AHT ) mins		2.55		2.68		2.63		2.53		2.67		2.58		2.63		2.46		2.45		2.40		2.43		2.45		2.40		2.47		2.41		2.48		2.49		2.44		2.32		2.33		2.5		1.0%

		Logged In Time (mins)		103181.47		86942.57		111405.58		112040.27		113027.14		110283.06		140297.0		117040.0		125811.3		142828.0		118678.4		120616.0		125273.00		128344.00		136114.00		140819.33		131014.43		137601.47		148925.0		155587.1		1402150.79		1.4%

		Not Ready Time (mins)		42416.36		34615.62		42730.08		35529.35		38969.26		39890.28		51805.43		38770.11		35824.08		40403.44		35391.52		32300.44		33421.56		37030.11		37410.13		37848.93		35400.75		40927.02		37414.14		47033.04		468645.99		-7.7%

		Break Time (Estimation)		22929.22		19320.57		24756.80		24897.84		25117.14		24507.35		31177.11		26008.89		27958.06		31739.56		26372.98		26803.56		27838.44		28520.89		30247.56		31293.18		29114.32		30578.10		33094.44		34574.91		311589.06		1.4%

		Productive Hours (mins)		37835.9		33006.4		43918.7		51613.1		48940.7		45885.4		57314.5		52261.0		62029.1		70685.0		56913.9		61512.0		64013.0		62793.0		68456.3		71677.2		66499.4		66096.4		78416.4		73979.2		933504.8		6.5%

		Call handled per/hr		20.7		18.7		18.3		17.2		17.8		18.3		17.7		17.6		16.2		15.8		17.6		15.6		16.1		16.3		15.2		14.5		15.5		16.0		14.0		14.0		15.4		-12.9%

		3. Application Performance (skillset)

		English		12129		9,498		12,494		13681		13491		12959		15370		13988		15230		16,651		15,170		14,350		15583		15,436		15,611		15651		15428		15937		16441		15460		165011		-4.9%

		Mandarin		482		479		547		749		632		727		1077		976		1098		1,503		1,156		1,214		1174		1,249		1334		1283		1310		1305		1398		1446		10640		3.9%

		Malay		5		11		13		12		6		10		20		23		20		30		22		29		37		25		41		27		28		35		21		37		201		23.3%

		Tamil		23		12		11		13		41		24		32		8		23		22		14		20		7		7		15		13		24		10		13		1		243		27.3%

		GP		389		307		326		378		316		301		390		366		332		347		338		353		328		351		345		344		365		316		377		361		4143		4.3%

		CP By Pass		0		3		1		0		0		0		0		0		0		2		6		0		8		0		3		3		0		0		0		0		12		-300.0%

		Total		13028		10310		13392		14833		14486		14021		16889		15361		16703		18555		16706		15966		17137		17068		17349		17321		17155		17603		18250		17305		180250		-4.0%

		4. Call Audit Performance

		Call Audit overall performance (%) (Target 90%)		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		1080.00%		NA

		Call Audit Performance (%)		NA		NA		NA		NA		NA		NA		NA		78.19%		79.52%		78.76%		85.09%		89.76%		90.41%		88.86%		90.47%		93.86%		86.25%				94.78%		93.65%		NA		5.9%

		Total number of calls audited		NA		NA		NA		NA		NA		NA		NA		21		21		27		45		41		36		39		37		45		40				27		59		155		-14.8%

		Number of PSA audited		NA		NA		NA		NA		NA		NA		NA		11		9		12		13		12		13		13		13		13		13				12		13		57		-8.3%

		Number of PSA passed (%)		NA		NA		NA		NA		NA		NA		NA		0		0		2		3		7		8		8		6		11		7				11		11		12		200.0%

		5. Transaction Report

		Appointment Main Line		13028		10310		13392		14833		14486		14021		16889		15361		16703		18555		16706		15966		17137		17068		17349		17321		16790		17287		18250		17305		180250		-4.0%

		Non GP Line		12639		10003		13066		14455		14170		13720		16499		14995		16371		18208		16368		15613		16809		16717		17004		16977		16425		16971		17873		16944		176107		-4.1%

		GP Line		389		307		326		378		316		301		390		366		332		347		338		353		328		351		345		344		365		316		377		361		4143		4.3%

		VoiceMail		799		587		390		400		369		279		253		216		188		158		172		190		179		180		165		161		178		137		133		97		4001		11.4%

		Appointment Made		412		301		184		171		209		159		143		97		102		72		64		80		76		80		76		77		78		70		57		41		1994		22.2%

		No Further Action		140		109		85		84		67		45		51		51		42		30		47		54		52		44		36		41		48		38		35		23		805		23.3%

		No Response		247		177		121		145		93		75		59		68		44		56		61		56		51		56		53		43		52		29		41		33		1202		-8.9%

		Call		13827		10897		13782		15233		14855		14300		17142		15577		16891		18713		16878		16156		17316		17248		17514		17482		16968		17424		18383		17402		184251		-3.9%

		Internet Transactions		3471		2715		3210		3207		3189		3076		3278		3298		3409		3462		3325.00		3022		3218		3290		3158		2885		2972		3213		2971		3292		38662		-8.8%

		Make		2324		1891		2297		2312		2249		2255		2329		2442		2567		2597		2559		2368		2401		2466		2441		2230		2265		2516		2279		2428		28190		-7.4%

		Change		789		573		615		616		624		535		633		565		550		567		494		428		533		567		477		429		450		441		435		556		6989		-11.6%

		Cancel		358		251		298		279		316		286		316		291		292		298		272		226		284		257		240		226		257		256		257		308		3483		-15.4%

		Email Transactions		1836		1335		1561		1394		1428		1397		1413		1386		1351		1351		1137.00		1043		1100		1162		1034		1070		1044		1155		1070		1199		16632		-7.0%

		Make		966		794		981		850		872		859		860		844		849		745		688		669		543		690		551		545		556		579		643		527		9977		-2.6%

		Change		262		182		330		205		168		315		250		185		282		172		146		184		160		273		144		140		163		144		211		126		2681		22.1%

		Cancel		115		63		91		103		89		83		93		76		83		90		54		50		59		69		55		70		91		69		81		104		990		-4.4%

		Others		493		296		159		236		299		140		210		281		137		344		249		140		338		130		284		315		234		363		135		442		2984		-31.7%

		Fax Request		2203		1620		1846		1774		1765		1623		1661		1469		1200		1312		1345.00		1475		1358		1097		1271		1253		1212		1291		1175		1112		19293		9.9%

		Polyclinics		1238		903		1103		946		994		855		817		674		512		637		596		755		629		554		685		639		641		723		633		563		10030		25.0%

		Private		164		96		95		95		73		60		74		54		36		18		17		23		12		15		13		25		19		13		13		8		805		33.3%

		Hospitals		525		410		438		464		475		467		544		505		443		450		487		514		498		313		325		329		294		304		309		328		5722		6.0%

		SAF		203		178		181		220		200		209		173		189		167		182		216		141		195		180		193		209		176		177		159		166		2259		-41.2%

		GP / Specialists		59		27		24		43		18		21		36		37		17		14		15		19		13		19		28		26		36		38		33		32		330		28.6%

		Others		14		6		5		6		5		11		17		10		25		11		14		23		11		16		27		25		46		36		28		15		147		81.8%

		SMS Request		3575		2423		2006		2764		3016		2219		2324		2843		2602		2613		2455.00		2202		2417		2460		2333		1294		2156		2339		2160		2494		31042		-9.7%

		Cancelled		1105		696		609		760		737		537		660		702		658		621		575		544		612		579		575		380		577		522		545		604		8204		-5.0%

		Changed		957		719		672		837		857		619		677		865		751		604		510		593		748		788		789		482		663		755		647		831		8661		13.7%

		Others		1513		1008		725		1167		1422		1063		987		1276		1193		1388		1370		1065		1057		1093		969		432		916		1062		968		1059		14177		-22.0%

		TOTAL TRANSACTION:		24912		18990		22405		24372		24253		22615		25818		24573		25453		27451		25140.00		23898		25409		25257		25310		23984		24352		25422		25759		25499		289880		-4.5%

		6. Walk in Statistic

		Walk in at Reception		380		333		305		309		295		278		356		316		261		300		236		285		258		282		357		302		256		0		281		298		3654		16.3%

		Assess by S/N		183		160		142		110		157		92		187		170		162		163		143		115		146		85		89		118		113				95		79		1784		-17.2%

		Future Appointment		140		88		112		128		95		141		120		114		70		101		64		102		79		102		155		118		96				120		168		1275		37.6%

		Walked Off		57		85		51		71		43		45		49		32		29		36		29		68		33		95		113		66		47				66		51		595		108.3%

		Walk in at Clinic		681		412		588		566		629		560		646		537		477		539		464		498		628		463		411		429		487		0		363		346		6597		6.3%

		New Case (Pte Walk In)		248		128		187		199		244		178		270		248		236		233		194		192		245		151		142		131		187				165		148		2557		-0.9%

		Follow Up (Pte Walk In)		170		96		137		158		114		128		152		104		111		152		111		145		167		123		94		130		123				92		120		1578		22.4%

		New Case (Sub Walk In)		107		90		110		92		112		96		98		67		65		58		72		64		90		95		68		65		71				59		32		1031		-13.8%

		Follow Up (Sub Walk In)		156		98		154		117		159		158		126		118		65		96		87		97		126		94		107		103		106				47		46		1431		10.4%

		TOTAL WALK IN:		1061		745		893		875		924		838		1002		853		738		839		700		783		886		745		768		731		743		0		644		644		10251		9.9%

		7. Attendence

		Scheduled		266		224		309.5		328		325.5		305.5		332		263		316.5		337		318		320		345		335		337		362		331		333		368		378		3645		0.6%

		MC (Day)		24.5		33		24		24		18		21		9		10		10		17		22		14		33		29		26		23		23		12		20		15		226.5		-47.1%

		Urgent Leave (Day)		5		5		6.5		3		6.5		10.5		4		0		6		7		17		17		12		6		2		7		11		8		5		6		87.5		0.0%

		Absenteeism rate		11.1%		17.0%		9.9%		8.2%		7.5%		10.3%		3.9%		3.8%		5.1%		7.1%		12.3%		9.7%		13.0%		10.4%		8.3%		8.3%		10.3%		6.0%		6.8%		5.6%		8.6%		-36.2%

		Absenteeism target rate 10 %		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		10.0%		NA

		8. Call Trend (Number of Call per Day)

		Monday		NA		NA		NA		NA		NA		NA		1264		1326		1309		1243		1302		1180		1206		1299		1251		1345		1287.5		1278.6		1181		1278		7624		-9.8%

		Tuesday		NA		NA		NA		NA		NA		NA		1043		1043		923		1000		1009		698		956		1043		928		1012		1102		1022.5		1003		944		5716.5		-31.1%

		Wednesday		NA		NA		NA		NA		NA		NA		876		860		844		898		881		779		801		906		819		822		930.75		862.75		873		812		5137.5		-11.3%

		Thursday		NA		NA		NA		NA		NA		NA		788		795		734		808		851		860		773		840		799		813		817		811.5		788		773		4836.25		1.1%

		Friday		NA		NA		NA		NA		NA		NA		769		751		756		793		830		744		795		768		778		868		878		761.5		716		732		4642.8		-10.8%

		TOTAL:		NA		NA		NA		NA		NA		NA		4740		4775		4566		4742		4873		4261		4531		4856		4574		4860		5015		4737		4561		4539		27957.05		-12.9%

		9. Email Trend (Number of Email per Day)

		Monday		NA		NA		NA		NA		NA		NA		117		139		109		67		89		82		103		112		92		78		94.5				76		115		602.55		-9.7%

		Tuesday		NA		NA		NA		NA		NA		NA		59		56		59		58		45		40		49		56		42		61		41.5				49		57		315.75		-7.8%

		Wednesday		NA		NA		NA		NA		NA		NA		41		53		50		67		44		34		32		44		39		32		43.25				41		49		288.25		-14.9%

		Thursday		NA		NA		NA		NA		NA		NA		45		36		47		48		36		44		38		50		41		32		34				37		40		255.9		17.7%

		Friday		NA		NA		NA		NA		NA		NA		38		41		40		43		34		31		29		33		34		28		27.2				33		34		227.1		-7.9%

		TOTAL:		0		0		0		0		0		0		299		325		304		283		247		231		251		295		246		231		240.45		0		236		295		1689.55		-5.6%

		10. SMS Trend (Number of SMS per Day)

		Monday		NA		NA		NA		NA		NA		NA		195		301		253		285		266		199		285		282		234		138		214.5				216		289		1499.15		-23.5%

		Tuesday		NA		NA		NA		NA		NA		NA		63		88		63		78		88		66		58		80		73		40		75				81		82		446.15		-28.5%

		Wednesday		NA		NA		NA		NA		NA		NA		53		85		69		78		52		66		58		80		68		34		68.5				59		57		403.45		17.9%

		Thursday		NA		NA		NA		NA		NA		NA		90		83		67		62		81		62		70		79		65		50		69.25				62		87		444.6		-30.2%

		Friday		NA		NA		NA		NA		NA		NA		101		94		134		108		101		75		82		76		84		58		89.4				74		87		612.7		-24.4%

		TOTAL:		0		0		0		0		0		0		503		650		586		611		588		468		553		597		525		320		517		0		492		602		3406.05		-19.7%



Phil:
The Application Delay Before Answer report shows summarized performance
information regarding call answer delays for an application. The report focuses
on application performance from the customer’s point of view, indicating how
long customers wait before connecting to an agent.

Phil:
Not Ready Time = Logged in time - DN Talk time - Ring time - Waiting time - Skillset Talk time - break time

Phil:
A ratio of 9 : 2 : 7
Estimation of a normal routine of PSA day
Total Logged in = 9 hr
Total Break = 2 hr
Total Productive hour = 7hr

philwong:
42.5% if we are using the old formula (Excluding abandoned calls)

philwong:
34.98% If we are using the old formula (Excluding abandoned call)

philwong:
26.32% If we are using the old forumla (Excluding abandoned calls)

philwong:
24.76% If we are using the old forumla (Excluding abandoned call)

philwong:
22.92% If we are using the old forumla (Excluding abandoned call)

philwong:
21.94% If we are using the old forumla (Excluding abandoned calls)

philwong:
15.61% If we are using the old forumla (Excluding abandoned call)

philwong:
8.46% If we are using the old formula (Excluding abandoned calls)

philwong:
52.24%  if we are using the old formula (Excluding abandoned calls)

philwong:
There are 2 half day. Thus call volumne will be lower

philwong:
Incident - 21 April to 24 April did not receive any SMS. SMS back to normal on 25 April onward.
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