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Freedom of Information response 

Our reference: IA/00627/13 

I would ask under the freedom of information act for the statistics of call waiting times over the past two years 

Please find tables below showing the average delay (hours:minutes:seconds) in answering calls and maximum delay in answering calls for our 
call centre, by month, for the last 2 years. 

Please note that the maximum delay will be for one phone call only.  The information provided below does not take into account the actual 
number of call received per month which fluctuates and will increase if the internet booking system is unavailable.  If customers are not happy 
to wait to be answered, we do offer a call assist service where they can leave their details and we will call them back. 

October 

November December 

Avg 
Delay 

00:01:29 00:00:44 00:00:42 

Max 
Delay 

00:17:15 00:14:12 00:24:33 



 

 

 
 
 
 

 

 

 

2012 

2013 

Freedom of Information response 

January 

Februar 
y 

March April May June July August Septembe 
r 

October Novembe 
r 

Decembe 
r 

Avg 00:00:2 00:00:55 00:00:3 00:01:0 00:01:1 00:00:5 00:00:5 00:00:5 00:00:50 00:00:3 00:00:31 00:00:27 
Dela 5 3 7 2 6 5 2 9 
y 

Max 00:06:0 00:12:39 00:12:2 00:12:3 00:51:4 00:13:3 00:12:3 00:16:0 00:12:58 00:13:1 00:10:48 00:11:35 
Dela 1 5 1 6 3 9 2 0 
y 

January 

February March April May June July August September October 

Avg 
Delay 

00:00:45 00:00:43 00:00:48 00:01:14 00:02:19 00:02:35 00:03:28 00:07:03 00:08:20 00:04:45 

Max 
Delay 

00:10:06 00:11:49 00:12:46 00:28:54 01:22:58 00:35:38 00:28:36 01:13:52 00:55:30 00:40:48 



 

 

 
 
 
 

 

 

 

 
 

 

Freedom of Information response 
Copyright information 

The information supplied to you continues to be protected by copyright. You’re free to use it for your own purposes, including for private study 
and non-commercial research, and for any other purpose authorised by an exception in current copyright law.  

Documents (except photographs) can be also used in the UK without requiring permission for the purposes of news reporting. Any other re-use, 
for example commercial publication, needs permission of the copyright holder. 

Most documents supplied by the Driving Standards Agency will be protected by Crown Copyright. Most Crown copyright information can be 
reused under the Open Government Licence (OGL). For information about the OGL and about reusing Crown Copyright information please see 
The National Archives website. 

Copyright in other documents may rest with a third party. For information about getting permission from a third party, see the Intellectual 
Property Office’s website. 


