Studylink Weekly Performance 22/06/2020

Call Profile and ASA by Interval

2135 4 : i

i )

iuu- | jes g
s'aﬁs&a“gaasgaaHa'azgazsauasaass,..»'

Queue Performance ok (/

Queue Calis Otfered Answered

Staff Statstics

______________________ L .'1.‘§L-,-_--.?@1‘.@”..,_.«.-‘?;‘!9?.‘.,
____________ 02; = 987%  786%
______________________ Wt .82 4%
......... w2 _S8o%  769%
"""""""" 1047, 984%  830%
101 S89% 79.7%

! Offered Last Year -—-oll-ul'n-u-

———— s —— e i e |

' . - m;m s S S
e Séﬁ Statistics by Team Agent States (Proportin of iogged n tme spent n each state)
((_-\\ SO ssure 28 =g '

Ao 185Y

0 mbound  HACW 0 Hold © Not Baady Outboun

Self-Service Interactions VET Need Data - Top 10
ol | ’-




Notes for StudyLink Weekly Performance Report, dated 22 June 2020

Second semester peak is well underway, call volumes continue to increase as predicted.

Calls offered are 1.9% up on the same week last year, The Year Total to Date is 5.2%
above last year's total to date. Additionally Calls offered is 4% more than the previous
week.

The StudyLink Contact Centre answered 12 CIRP calls.

Average Speed Answered decreased to 19:30 last week mostly due to increasing call
volumes and an increase in CHT.

Average Call Handling Time increased to 11:01. 11:01 is the highest of the 6 week
range.

Sick leave eased 6.4%.

11 SLOs continued JSSH training, this will be their last week. This week 30 CSRs/SLOs
continued induction training.

Changes made in error to the TEC website resulted in a reduction of Fees Free calls. The
errors have been addressed.
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Notes for StudyLink Weekly Performance Report, dated 6 July 2020

Second semester peak is getting towards the end, call volumes continue to increase
beyond expectations. Anecdotally, calls are about BAU subjects for this time of year,
there's just more of them than there was last year (+3.8%).

StudyLink capped 14 calls on Monday

Calls offered for the week are 25.6% up on forecast and 3.8% higher than the same
week last year.

The StudyLink Contact Centre answered 16 CIRP calls. Overall, StudyLink answered
1,643 more calls last week than the week before.

Average Speed Answered decreased to 17:21 last week due in part a decrease in CHT as
well as a slight reduction in Sick Leave over the week and the JSSH training concluding
on the 3rd resulting in 11 more SLOs available to work the queues last week.

Average Call Handling Time decreased to 11:10.

Sick leave eased to achieve the target of 4.9%.

This week 30 CSRs/SLOs will continue Induction training.
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Notes for StudyLink Weekly Performance Report, dated 13 July 2020

Second semester peak is keeping call volumes stubbornly above expectations.
Annecdotally, calls are about BAU subjects for this time of year, there's just more of
them than forecast (+22.1%).

This week the 30 CSRs/SLOs started logging on and off intermittantly to take live calls to
bed in their training on Friday.

StudylLink capped 218 calls over the week.
Calls offered for the week are 0.9% lower than the same week last year. This is typically
the 'hump' of second semester peak, but due to some of the big 8 education providers

changing their timetables in response to COVID it is probable that call volumes will
remain higher for longer.

The StudyLink Contact Centre answered 11 specifically CIRP calls. Overall, StudyLink
answered 171 more calls last week than the week before.

Average Speed Answered increased to 18:51 last week due in part an increase in CHT as
well as an increase in Sick Leave over the week.

Average Call Handling Time increased to 11:18.

Sick leave increased to 5.8%, still acheiving the target of >6%.
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Notes for StudyLink Weekly Performance Report, dated 20 July 2020

This week the 30 CSRs/SLOs logged on and off intermittantly to take live calls to cement
their training Monday through Thursday. 5 additional SLOs were put on Quality to help
manage their development.

There was a payment issue with Course Related Costs (CRC) on Monday, V-retrieve on
Tuesday and an evacuation of the Lower Hutt Contact Centre on Friday. Due to the
number of SLOs working from their homes the evacuation had very little impact on
Customer Service.

There was slightly fewer (74) calls offered last week compared to the week before and
StudyLink only capped 187 calls over the week.

The StudyLink Contact Centre answered 13 specifically CIRP calls. Overall, StudyLink
answered 456 more calls last week than the week before.

Average Speed Answered fell to 14:51 last week due mostly to an increase in SLOs
(trainees), a decrease in Sick Leave over the week and fewer calls offered.

Average Call Handling Time increased to 11:26. This may be attributable to the
additional time allowed for SLOs during their training live week.

Sick leave increased to 4.6%, still acheiving the target of >6%.
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Notes for StudyLink Weekly Performance Report, dated 27 July 2020
This week the 30 CSRs/SLOs were back in the training rooms continuing their Induction
training.

A few SLOs were logged off over the week to process Workstreams and UCV checks
additionally, there was an all-day PSA activity for a PSA rep on Thursday

There was 1,064 fewer calls offered last week compared to the week before and
StudyLink only capped 46 calls over the week.

The StudyLink Contact Centre answered 12 specifically CIRP calls. Overall, StudyLink
answered 1,146 fewer calls last week than the week before.

Average Speed Answered increased to 16:09 last week due mostly to a decrease in SLOs
(trainees) and an increase in Sick Leave over the week.

Average Call Handling Time decreased to 11:08. This may be attributable to the
previous weeks additional time allowed for SLOs during their training live week.

Sick leave increased to 4.9%, still achieving the target of >6%.
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Notes for StudyLink Weekly Performance Report, dated 3 August 2020

This week the 30 CSRs/SLOs were back on the queues taking SA and SL calls.
A few SLOs were logged off over the week to process Workstreams and UCV checks.

Although still 14.7% above last years, for the second consecutive week there was a
reduction in calls offered.

The StudyLink Contact Centre answered 5 specifically CIRP calls. Overall, StudyLink
answered 898 fewer calls last week than the week before. Any capacity freed by this

was absorbed in queues outside of StudyLink.

Average Speed Answered decreased to 13:23 last week due mostly to an increase in
SLOs (trainees) on the queues and a reduction in calls offered..

Average Call Handling Time decreased to 11:13. This may be attributable to the
previous weeks additional time allowed for SLOs during their training live week.

Sick leave increased to 7.8%, over the target of >6%.
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Notes for StudyLink Weekly Performance Report, dated 10 August 2020

This week the 30 CSRs/SLOs were back on the queues taking SA and SL calls.
A few SLOs were logged off over the week to process Workstreams and UCV checks.

Although still 14.7% above last years, for the second consecutive week there was a
reduction in calls offered.

The StudyLink Contact Centre answered 5 specifically CIRP calls. Overall, StudyLink
answered 898 fewer calls last week than the week before. Any capacity freed by this

was absorbed in queues outside of StudyLink.

Average Speed Answered decreased to 13:23 last week due mostly to an increase in
SLOs (trainees) on the queues and a reduction in calls offered..

Average Call Handling Time decreased to 11:13. This may be attributable to the
previous weeks additional time allowed for SLOs during their training live week.

Sick leave increased to 7.8%, over the target of >6%.
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Notes for StudyLink Weekly Performance Report, dated 17 August 2020

This week the 30 CSRs/SLOs continued the JSSH training phase of their induction
training.

The WI team in Christchurch started taking live StudyLink calls as part of their training.
3 teams started rotating SLOs off for proactive coaching last week (2 teams this week).
Systems issues on Monday, Tuesday and Friday.

A few SLOs were logged off over the week to process Workstreams and UCV checks.
Although still 6.6% above last years, the downward trend in Calls Offered continues.
The StudyLink Contact Centre answered 10 specifically CIRP calls. Overall, StudyLink
answered 668 fewer calls last week than the week before. Any capacity freed by this

was absorbed in queues outside of StudyLink.

Average Speed Answered reduced by 1:41 from the week before. This is likely due to a
reduction in calls offered.

Average Call Handling Time increased to 11:18 (+14 seconds). Likely due to the WI
team in Christchurch taking a little longer on calls.

Sick leave decreased to 10.4%, this is above the target of >6%.
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Notes for StudyLink Weekly Performance Report, dated 24 August 2020

There were system issues on Monday, Wednesday and Thursday, with a WFM update on
Friday.
2 teams rotated SLOs off for proactive coaching.

A few SLOs were logged off over the week to process Workstreams and UCV checks.

Although still 9.6% above last years YTD, the downward trend in Calls Offered
continues.

The StudyLink Contact Centre answered 14 specifically CIRP calls. Overall, StudyLink
answered 93 fewer calls last week than the week before. Any capacity freed by this was
absorbed in queues outside of StudyLink.

Average Speed Answered reduced by 5:10 from the week before. This is likely due to an
increase in Operators improvement in skill (Christchurch), a reduction in average CHT
and a reduction in calls offered.

Average Call Handling Time increased to 11:02 (-16 seconds). Likely due to the WI
team in Christchurch improving their StudyLink skills on calls, as well as the new

StudyLink operators back in the classroom for JSSH training.

Sick leave decreased to 9.1%, this is above the target of >6%.



Studylink Weekly Performance

Call Profile and ASA by Interval

1424 -
1258 -
1131 4
1005 -
838
712 -
546 -
419
253 -
126 -

000 +—
§ 3

ASA (ming)

g 33
Queue Performance

1,01/

0 0 0 L 0 D U S A e

-t it IR

[ Calls Offered o Calls Answeered

Answered %

906 89 6%

24/08/2020

§ 6 ¥ ¥ ¥

Number of Calls

T

\ \ JM‘: \\’ B.m

1323

- -

11:42)
6 33

’ \

N
N
/ all Volumes Compared ia Las t‘rur
200772020 \

13,104

i

=
Offered This Year] Otfered Last Year| Vanance to Last Year

12,874/

P
P
L
s Statistics by Team
ok X
RN
v o
Errang

11 031-

--'—“U-l+-—i—-- -

Self-Service Interactions

Applhication Information Payment Information

Success
179

Entries

Success%

= T T -' - T b T Bz .r Y
0.0% 10.0% 200% 300% 20.0% S0.0% 60.0% 70.0% BO.0% S00%  100.0%

ACW 3%4

AOW 332h

B mbound

VET Need Data - TOD 10

onine logn
TppoCabon

o AOW
33
an
L~}
318
i
37



Notes for StudyLink Weekly Performance Report, dated 31 August 2020

There were WFM issues on Monday and Tuesday due to the WFM update the previous
Friday.
Trainees started taking live JSSH calls as the final part of their training.

A few SLOs were logged off over the week to process Workstreams and UCV checks.

Calls Offered increased 15.3% last week compared to the week before. YTD Calls
offered are 12.3% up on last year.

Despite CIRP starting to expire, the StudyLink Contact Centre answered 8 specifically
CIRP calls. Overall, StudyLink answered 105 fewer calls last week than the week before.
As usual, any spare capacity was absorbed in queues outside of StudyLink.

Average Speed Answered increased by 2:13 from the week before. This is likely due to
the new SLOs taking live JSSH calls, which caused an increase in average CHT, which

flowed on to ASA.

Average Call Handling Time increased to 11:54 (+52 seconds). Likely due to the new
StudyLink operators taking live JSSH calls.

Sick leave increased to 10.9%, this is above the target of >6%.
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Notes for StudyLink Weekly Performance Report, dated 7 September 2020

Trainees continued taking live JSSH calls as the final part of their Grad School training,
coupled with low unplanned on some days and reducing calls offered resulted in some
good results for ASA as well as good levels of support for other business lines.

A few SLOs were logged off over the week to process Workstreams and UCV checks.

Calls Offered is 43.9% less than forecast for last week and 15.5% more than offered in
the same week last year.

Despite CIRP expiring, the StudyLink Contact Centre answered 5 specifically CIRP calls.
Overall, StudyLink answered 90.4% of calls offered.

Average Call Handling Time decreased to 11:32 (-22 seconds). Likely due to the new
StudyLink operators taking less time on their live JSSH calls as they progress through
Grad School. The reduction in CHT, with fewer calls offered and more Operators on the
queues will flow onto ASA.

Average Speed Answered decreased by 2:50 from the week before. This is likely due to
the new SLOs taking less time on their live

JSSH calls as part of Grad School, which caused an decrease in average CHT which,
when combined with lower calls offered and a decrease in Unplanned leave, flowed on to
ASA.

Sick leave decreased to 4.1%, this is below the target of >6%.
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Notes for StudyLink Weekly Performance Report, dated 14 September 2020

The reducing level of calls offered resulted in some good results for ASA as well as good

levels of support for other business lines.

StudyLink Officers continuing to improve their call handling skills. The reduction in CHT,

Calls Offered is 16.9% less than forecast for last week and 12.2% more than offered in
Average Call Handling Time decreased to 11:16 (-16 seconds). Likely due to the new
with fewer calls offered and more Operators on the queues will flow onto ASA.

A few SLOs were logged off over the week to process Workstreams and UCV checks.
the same week last year.

Average Speed Answered increased by 1:20 from the week before.

Studylink Officers answered 4880 Work and Income calls across the
Sick leave increased to 7.0%, this is above the target of >6%.

Advance/Appointment/Online Help and Apply Queues
Overall, StudyLink answered 87.1% of calls offered.
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Notes for StudyLink Weekly Performance Report, dated 21 September 2020

There were some minor technical issues with VET on Monday.
28 SLOs had WI_Advances added to their skill set
Emergency housing training was conducted for the staff in the office.

The reducing level of calls offered resulted in good levels of support for other business
lines, Studylink Officers answered 3,972 Work and Income calls across the
Advance/Appointment/Online Help and Apply Queues. Additional training is being given
to SLOs where possible to increase the capacity of StudyLink CC to take WI calls going
forward.

A few SLOs were logged off over the week to process Workstreams and UCV checks.

Calls Offered is 17.8% less than forecast for last week and 11.9% more than offered in
the same week last year.

Overall, StudyLink answered 83.3% of StudyLink calls offered.

Average Call Handling Time increased to 11:40 (424 seconds). This increase will flow on
to ASA.

Average Speed Answered increased by 2:48 from the week before. Most likely due to
the increase in CHT and the SLOs taken off the queues to under-go training.

Sick leave decreased to 4.3%, this is above the target of >6%.
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Notes for StudyLink Weekly Performance Report, dated 28 September 2020

A few SLOs were logged off over the week to process Workstreams and UCV checks.

Calls Offered is 13.7% less than forecast and 12.7% more than offered in the same
week last year.

Overall, StudyLink answered 81.2% of StudyLink calls offered.

Average Call Handling Time increased to 12:29 (+49 seconds). This increase will impact
ASA.

Average Speed Answered increased by 1:36 from the week before. Most likely due to
the increase in CHT, an increase in Sick leave and proactive Annual Leave management.

Sick leave increased to 8.4%, this is above the target of >6%.

Calls answered was impacted by the Annual Leave allocation being exceeded each day,
particularly on Monday and Friday.
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