Document 1- Guide Notes: Public Sector Telephone Contact Centre Data
The Cabinet Office has been developing a Performance Management Framework (PMF) for publicly funded telephone contact centres since late 2007 in collaboration with Local and Central Government and advice from private sector contact centre specialists.  
The PMF started with a question set designed for single ‘stand alone’ contact centres.  However, as central government shifted to telephone services based on virtual networks of contact centres it was necessary to introduce a new question set and approach.  Local Government and smaller central government centres have continued to use the original question set.  The data sets published contains data from both question sets.  
Before attempting to analyse the data sets for ‘Stand Alone’ contact centres it is recommended that readers first print and read the document set described below.  These documents provide explanations of how each performance measure set works as well as how each performance metric is measured and guidance on interpretation.  
Documents

Doc1-Guide Notes
This guidance note.  

Doc2-Limitations of the PMF data

This document provides information on the limitations and statistical significance of the data obtained including approximate sample sizes.  
Doc3-PMF Definitions for Stand Alone Call Centres 
This explains the performance framework used for ‘stand alone’ contact centres, how each performance metric is measured and its significance in terms of understanding and improving performance.  

Doc4-Understanding Virtual Network Data 
This explains the differences between a stand alone contact centre and a virtual network of telephone contact centres.  It is suggested that those unfamiliar with virtual networks read this before documents 5(a) and 5(b).  
Doc5(a)-Network PMF Refresh Report

This is the project report that describes the problem of assessing the performance of a large virtual network and its services and recommends a set of performance metrics specific to networks that was later adopted as the ‘network PMF’.  

Doc5(b)-Network PMF refresh metrics Annexe 1 v4 0.  
This Annex gives detailed descriptions of each performance metric, its purpose and how it should be used in improving performance.  
Data Files

Stand Alone Contact Centre Data
One Excel spreadsheet has been provided containing all data captured between June 2008 and June 2010 using the original PMF question set designed for ‘stand alone’ telephone contact centres.  This file contains data relating to the large government contact centres for the period before April 2009 which was the point at which DWP, HMRC, DVLA, NHSDirect and Consumer Direct switched to a new metric set designed for virtual networks.  The data from UK Borders Agency has been reported using the same question set, but is provided as a separate file.  
Network Data

One Excel spreadsheet has been provided for HMRC and DVLA and Consumer Direct which shows their performance reports made between April 09 and June 2010 using the new metric set designed for virtual networks.  
NHSDirect data is provided as two files.  

The data for DWP networks has been provided as four separate files containing data for Pension Disabilities and Carers Service (PDCS), Job Centre Plus (JCP), Debt Management (DM) and Payment Resolution Service (PRS).  
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