	Performance against our Customer Standards to end Q2 2013-14
	
	
	

	
	
	
	

	Customer Standards
	2013-14
Target 
	2012-13
Actual 
	2013-14 
(to end Q2)
Actual 

	Correspondence requiring a reply will be acknowledged within 5 working days with a specified date for full reply, or replied to within 15 working days of receipt
	90%
	91%
	93%

	Complaints will be replied to within 10 working days of receipt. If we are unable to respond in full within this time, we will reply within 5 working days with a specified date for full reply.
	90%
	85%
	84%

	Visitors with appointments will be seen within 5 minutes of their appointment time
	95%
	98%
	95%

	Visitors without appointments will be seen within 10 minutes of arrival

	90%
	99%
	100%

	All calls to offices/sections between 9am and 5pm, Monday to Friday, will be answered within 16 seconds (see note)
	95%
	Not measured
(see note*)
	Not measured
(see note*)

	All calls to the insolvency enquiry line will be answered within 20 seconds

	90%
	100%
	100%

	The official receiver will contact the bankrupt/ director within 2 working days of the Insolvency Service receiving written notification of the court order
	90%
	95%
	94%

	Telephone interview to be carried out/ the bankrupt to be telephoned within 5 minutes of the agreed interview time
	95%
	100%
	100%

	
	
	
	

	*Note: we are currently unable to measure and report telephone performance for all of our offices and sections
	
	
	


