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Purpose - The purpose of this document is to provide a set of service requirements specific to the MHCLG Datamart business applications suite.  It is intended that the requirements laid out in this document are used to drive a procurement cycle and potential suppliers would be required to demonstrate consideration of each requirements laid out.
[bookmark: _Toc368573028][bookmark: _Toc522714835]Background to the Contracting Authority
           The Ministry of Housing, Communities and Local Government (hereafter referred to as ‘the Customer’) aims to help create great places to live and work right across the country and to back communities to come together and thrive. We strive to:
· Deliver the homes the country needs  
· Make the vision of the place you call home a reality  
· Support local government to deliver high quality services with sustainable finances
· Create strong communities, socially, economically and a sense of place  
· Secure effective support for those effected by the Grenfell Tower disaster, delivering the changes this tragedy demands and ensuring people are safe and feel safe within their homes 
· Support a smooth exit from the European Union  
Our Single Departmental Plan can be found on the GOV.UK website
[bookmark: _Toc510882344]Scope - The scope of this document is limited to the statement of service requirements specific to the MHCLG Datamart business applications suite alone (covering support, maintenance and development of Datamart business applications).  The current contract expires on 31st December 2019. A new contract is now required. However, with the potential for transitioning to a new supplier, this contract shall start on 1 October 2019 and run for three years, with the potential for 2 12 month extensions (meaning an overall contract of potentially 5 years).  
Service Description – The service encompasses 1st line support for the Datamart suite of services. This includes business (or non-functional support) and technical related queries which are resolved by the supplier or triaged to the relevant MHCLG business policy areas i.e. CORE, Delta, EClaims, NICORE and Troubled Families.
1st line support is currently provided by The Stationary Office (TSO). The technical resolver groups are a combination of:
· Softwire for TFIS, CORE and NICORE;
· Datavid for EClaims;
· TSO for Delta and Shared Services;
· Arcus Global for infrastructure hosting
The service will require full integration with all of the above resolver groups through methods of call and ticket management. Below are diagrams illustrating the incident management structure and their responsibilities of the current service provision.
[image: ]
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Information on the Datamart web services are shown below;
· CORE (Continuous Recording) - The application supports the collection of social housing sales and lettings data provided by English local authorities. The application currently has approximately 11,500 users many of which are associated with and/or representatives of [local authority] Housing Associations;
· DELTA – This application aims to rationalise the Department’s key data collection and grant administration systems into a single integrated solution.  The first version of the application went live for data collections in July 2017. The full version of the application, including services such as grant management, reporting and payment processing, is currently anticipated to go live in January 2019.  It is expected that the application will have more than 20,000 users; at the time of writing the user base is approximately 8,000.
· EClaims (ERDF and ESF 14 to 20) – The application supports administration of the European Regional Development Fund and European Social Fund programmes for 2014 to 2020.   The full version of the application went live in April 2018.  It is expected that the application will reach approximately 5,000 users;

· NICORE (Northern Ireland Continuous Recording) - The application supports the collection of social-economic data about Housing Association (HA) new tenants in Northern Ireland.  It is administered for housing associations by NIFHA (Northern Ireland Federation of Housing Associations).  It is expected to have no more than 300 users.
· Troubled Families (TFAM) – The application supports a key MHCLG programme to improve significantly and sustainably the outcomes of up to 400,000 families with multiple high cost problems, including crime, truancy, unemployment, drug and alcohol issues and those affected by domestic violence and abuse. The application currently has approximately 600 users;

The successful supplier is also expected to take on all additional future services from a first line perspective (including, but not limited to the new Energy Performance of Buildings service, which is scheduled to go live sometime in 2020). 
Services Required 
3.1 The Ministry of Housing, Communities and Local Government (MHCLG) requires seeks to appoint an appropriately skilled, suitably resourced, and exceptional third-party partner/supplier to provide ongoing service desk support (first line support), of the Datamart services. The Datamart is a corporate solution which provides support for numerous grant and data collection programmes to be supported and administered online via bespoke applications, within a consolidated single departmental suite of business-critical web applications.  It is hosted within the Amazon Web Services Platform as a Service ‘Cloud’ platform. 
The supplier will be required to include any future Datamart services or enhancements to the existing service offering. As the service matures the supplier will also be expected to increase their knowledge of the various services and provide business related, functional support once the appropriate knowledge transfer has taken place.

Datamart web services are managed by MHCLG Product Managers who are supported by their respective third-party suppliers. Details of the Datamart lines of support are shown in the diagram below.  
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The supplier will also be required to comply with Government Digital Service standards for digital service development, provisioning and support. Delivery methodologies will be required to comply with the GDS Design Manual laid out in the Government Service Design Manual (https://www.gov.uk/service-manual).
Last year’s support calls reached approximately 50,000, it is expected that this could rise between 60-70,000 in future years.  Support calls consist of requests at technical and policy level with respect to aspects of the associated Datamart applications. 
Potential providers are required to provide pricing according to a tiered scale with respect to numbers of calls for Business Support and number of users for Technical Support.  Please complete Appendix D Price Schedule fully taking into consideration the instructions and guidance.
Business calls consist of support requests at policy level, viz requests for user support with respect to aspects of MHCLG policy associated with use of Datamart applications. 
It should be stressed that the principal differences between technical calls and business calls are:
Technical calls relate to applications function; business calls relate to applications use; 
Technical calls involve requests relating support of the operation of the applications themselves.  A user may be experiencing technical difficulties, have found a potential bug in the application or be experiencing other difficulties in working with the applications themselves;
Business calls involve requests relating to support around what a user may be using the application for, how certain use cases should be handled, or for guidance in processing given cases or operations
If second- and third-line support is required, technical calls pass to teams capable of resolving issues associated with application function; business calls pass to those able to provide policy advice or guidance in handling use cases associated with MHCLG policy;
Examples of technical and business calls can be made available via the ITT questions during the appropriate period. Examples of both technical and business calls are also to be presented and discussed at the supplier day;

It is expected for the supplier to manage the transition of any data or information relevant to the first line helpdesk.  Also, to engage with the current supplier and MHCLG on an exit strategy.
It is expected for the supplier to meet the ongoing demands of the applications calls especially during peak periods.  Details of Datamart applications peak periods can be found in Annex 2.
The supplier will need to demonstrate tangible value for money when pricing for support of additional services.
The supplier is expected to provide the entire portfolio of MHCLG web applications and related services with the support described below.  This represents an absolute minimum baseline:
· Support of the existing portfolio of MHCLG applications and dependent modules (as laid out under the Introduction section above) in line with service management industry standards, viz ITIL; 
· Any appointed supplier is required to use Departmental tools where required (such as JIRA Helpdesk) and operate under Departmental processes (such as ITIL) where required. Licences for ServiceNow usage will be purchased by MHCLG, and suppliers should clearly state how many licences they require as part of submitting proposals for this requirement.  
· Appropriate procedures for handling support requests (questions/queries) directly from the user community, resolving these immediately where possible and triaging, through to the appropriate business or technical support area, where required;
· Production of appropriate metrics (defined at the outset) as reasonably required by MHCLG, which quantitatively define the service provided by the supplier.  An example is monthly support calls which can be found in Annex 3.
· Production and reporting of those appropriate metrics associated with the service provided, together with those reasonably requested by MHCLG by the supplier to MHCLG.  Examples include but are not limited to: response and resolution times with respect to calls and defined priority of calls; calls volumes (broken down by priority and subject), call status, SLA compliance and breach, call trends (subject, MTTR, application MTBFs etc) over time to allow strategic improvement and identification of training/skills issues etc, issues and their resolution etc;
· Attendance at service review meetings (will these meetings be weekly or monthly) as reasonably specified and required by MHCLG;
· Effective communication with MHCLG (How and what methods), escalating immediately any issue that may impact a user’s ability to undertake business as usual responsibilities in line with agreed KPIs;
· Review of the service with MHCLG to ensure that the service remains in line with business requirements;
· Continual service improvement plans (what is expected) in place and shared/agreed with MHCLG;
· Manage and plan work (How would you do this) in accordance with priorities agreed with MHCLG;
· Produce deliverables to the agreed quality, cost and timescale;
· Manage and plan resources (ensure that this is scalable) to meet the changing needs of the MHCLG service;
· Liaise with the current third-party suppliers, (Consider timescales for this) TSO in the transition of services through a mutually agreed Exit and Transition Plan i.e. the Mobilisation period.  
The supplier service desk will provide [support] service between the hours of 09:00 – 17:30, Monday to Friday excluding English Public Holidays.  Therefore delivering 8.5 x 5 support under the contract.  Extended support required outside of these hours will be subject to individual arrangement(s) and would attract additional charges in accordance with the established supplier rate card.
· It should be explicitly noted by any supplier that the tendering process, and the intent of MHCLG to seek to appoint a supplier to provide the systems support scheduled this requirements specification document, does not imply nor guarantee that any supplier will be appointed.  Nor should it be construed that any of the service requirements listed herein be interpreted as exclusive arrangements, while MHCLG envisages the resulting Contract being its primary means of delivering these service requirements, MHCLG retains the right at all times to appoint other suppliers to undertake these services; this will be at the sole discretion of MHCLG. 
· Suppliers will be required to provide evidence that illustrates the above standards and requirements are currently met and any relevant accreditations shared.
Examples of when extended support would be required include grant payment periods and the like.  Suppliers are required to ensure they can provide extended periods of service desk support at short notice.  This facility is not merely to provide ‘unusual cover’.

[bookmark: _Toc426538612][bookmark: _Toc426538734][bookmark: _Toc426541343][bookmark: _Toc426541412][bookmark: _Toc426541508][bookmark: _Toc426548859][bookmark: _Toc426548979][bookmark: _Toc426558242][bookmark: _Toc426560807][bookmark: _Toc426538613][bookmark: _Toc426538735][bookmark: _Toc426541344][bookmark: _Toc426541413][bookmark: _Toc426541509][bookmark: _Toc426548860][bookmark: _Toc426548980][bookmark: _Toc426558243][bookmark: _Toc426560808][bookmark: _Toc426538615][bookmark: _Toc426538737][bookmark: _Toc426541346][bookmark: _Toc426541415][bookmark: _Toc426541511][bookmark: _Toc426548862][bookmark: _Toc426558245][bookmark: _Toc426560810]Required service response times are provided in the table below:
	[bookmark: _Toc510882350]Service Desk Response Times

	Service Description
	Provision of Service Desk facilities to first, second, and third line support during core service hours.  This includes business and technical enquiries.  Enquiries/issues raised shall be processed according to priorities defined.

	Service Level
	98% of all inbound telephone calls answered within 20 seconds.

	Hours of Service
	Monday to Friday, 09:00 to 17:30 excluding Public Holidays in England. 

	Data Capture
	Each call made to the service desk will be [voice] recorded and monthly KPIs produced and reported to MHCLG.  (KPIs)

	Operating Service Level
	The Service Desk shall be available for 99.99% of the time [within the defined hours of service].  This figure represents permissible unavailability of ~one minute per working month.



Incident priorities, together with response and resolution targets are scheduled in the table below: (Severities are defined in the Operating Service Levels Document (referenced)).

	Severity
	Initial Response 
	Resolution

	P1
	Within thirty (30) minutes during Service Hours
	Within four (4) hours during Service Hours with the supplier working continuously until the Fault is resolved

	P2
	Within one (1) hour during Service Hours
	Within eight (8) hours during Service Hours

	P3
	Within one (1) Working Day during Service Hours
	Within five (5) Working Days 

	P4
	Within one (1) Working Day during Service Hours
	Within ten (10) Working Days



The potential providers are requested to offer an agreed framework for handling breaches of SLAs as part of their submission.
Further details on service requirements can be found in MHCLG Datamart Applications Support SOR Annex 1.
Post contract award, mobilisation and transition period; MHCLG have planned for a period of ‘dual running’ between the existing supplier (TSO) and the new supplier appointed via this procurement exercise on the basis of mobilisation and transition period based on another supplier being successful in bidding for this requirement. The purpose of this is to ensure an orderly transition of support services that will minimize risk to the services.  Suppliers are required to plan and price for this mobilisation period, which is defined as the period from execution of a contract to Service Go-Live on January 2019.  It is expected that the mobilisation and transition period should take no longer than 4-6 weeks.  The supplier will liaise on a regular basis with MHCLG to ensure requirements are met.
MHCLG reserves the right, at any point during the term of this contract, to procure the services of other suppliers to undertake service desk support which may or may not be associated with the applications that are in scope of this requirement.  The decision to do so will rest solely with MHCLG and any supplier appointed via this procurement exercise will be required to work with any such suppliers at the direction of MHCLG.

[bookmark: _Toc426560812][bookmark: _Toc426560813][bookmark: _Toc426560814][bookmark: _Toc426560815][bookmark: LastPlace]Security 
It is important that the supplier employs the appropriate organisational, operational and technological processes and procedures to keep MHCLG data safe from unauthorised use or access, loss, destruction, theft or disclosure. The organisational, operational and technological processes and procedures adopted are required to comply with the requirements of ISO/IEC 27001 or equivalent; and Cyber Essentials https://www.gov.uk/government/publications/cyber-essentials-scheme-overview 
As a minimum requirement, the Department will expect all staff providing support of the MHCLG web applications to have been CTC and/or BPSS Cleared.  SC clearance is not required at OFFICIAL.  System administrators are expected to hold full SC clearance.
The ability to process data with the ‘OFFICIAL’ protective marking and comply with relevant Cabinet Office guidance on the security of cloud services available from GOV.UK.  Note this includes ‘OFFICIAL-SENSITIVE’; OFFICIAL-SENSITIVE is a handling caveat, for information that is of a sensitive nature and relies on a need to know basis. The caveat requires specific handling instructions to be supplied with the artefact and is not another level of security, within the OFFICIAL tier.  It simply draws any handler’s attention to the data existing toward the ‘top’ of the risk/threat profile, within the OFFICIAL tier.
The supplier will provide an attestation and assertion of how they meet each of the Government’s Cloud Security principles. There is guidance around https://www.ncsc.gov.uk/guidance/cloud-security-collection and specifically Implementing Cloud Security Principles.
Suppliers shall adhere fully to the new EU GDPR regulations that came into force in May 2018, providing a statement of their compliance and how they will record and demonstrate compliance to the Department.
All EUDs shall be operated in accordance with published NCSC guidance, the supplier will provide a statement confirming they follow the NCSC guidance for EUD. https://www.ncsc.gov.uk/guidance/end-user-device-security.

It should be explicitly noted by any supplier that the tendering process, and the intent of MHCLG to seek to appoint a supplier to provide the systems support scheduled this requirements specification document, does not imply nor guarantee that any supplier will be appointed.  Nor should it be construed that any of the service requirements listed herein be interpreted as exclusive arrangements, while MHCLG envisages the resulting Contract being its primary means of delivering these service requirements, MHCLG retains the right at all times to appoint other suppliers to undertake these services; this will be at the sole discretion of MHCLG. 
Suppliers will be required to provide evidence that illustrates the above standards and requirements are currently met and any relevant accreditations shared.
On and Off Boarding Management
In the event of termination (including partial termination e.g. removal of an element of the service) or expiry of the Agreement, the supplier will be required to ensure the orderly transition of MHCLG application support from the supplier to MHCLG and/or any successor supplier.  The supplier will be required to produce an exit plan and/or off-boarding plan/agreement in order to implement smooth transition.
MHCLG require the supplier to agree and adhere to a 30-day formal notice period to terminate all or part of the Agreement.
Any support arrangement tendered must be flexible enough to accommodate on and off-boarding of applications during the lifetime of the support arrangement.  New application requirements are sure to materialise in time and older applications will be withdrawn from service and technology and policy changes.
[bookmark: _Ref478570879][bookmark: _Toc493576142]Annex 1
Operating Service Levels

	Incident Resolution

	Service Level Description
	Defined Time Frames:
Severity Level 1 Incidents to be resolved within four (4) service hours;
Severity Level 2 Incidents to be resolved within eight (8) service hours;
Severity Level 3 Incidents to be resolved within five (5) working days;
Severity Level 4 Incidents to be resolved within ten (10) working days.

	Hours of Service
	Monday to Friday, 09:00 to 17:30 excluding Public Holidays in England.

	Operating Service Level
	98% of all inbound telephone calls answered within 20 seconds.




	Service Desk Response Times

	Service Level Description
	Provision of Service desk facilities to second line support during core service hours.

	Service Level
	98% of all inbound telephone calls answered within 20 seconds.

	Hours of Service
	Monday to Friday, 09:00 to 17:30 excluding Public Holidays in England.

	Data Capture
	Each call made to the service desk will be recorded and monthly statistics will be produced.

	Operating Service Level
	98% of all inbound telephone calls answered within 20 seconds.




	SERVICE AVAILABILITY

	SERVICE LEVEL DESCRIPTION

	Each Component Service of the Common End-User Services and Common Infrastructure Services and Authentication Services, eg email Services and Intranet will be available to the User.

	SERVICE LEVEL CALCULATION
	For each component service in the services
Availability = ((X-Z)/X-Y)) * 100
where:
X – total number of minutes during an SMP
Y- the total number of minutes during an SMP when the component service is not available due to permitted maintenance
Z- the total number of minutes during an SMP when the component service is not available. 

	HOURS OF SERVICE
	Monday to Friday, 09:00 to 17:30 excluding Public Holidays in England.

	DATA CAPTURE
	Unavailability shall be captured and recorded by the monitoring tools for the Desktop Service Environment and the Service Desk Incident tracking system.

	IMPACT
	High

	OPERATING SERVICE LEVEL
	The Service shall be available for 99.99% of the time [within the defined hours of service].  This figure represents permissible unavailability of ~one minute per working month.

	INCREASED IMPACT SERVICE LEVEL (SERVICE THRESHOLD)
	The Service shall be available for 99.9% of the time [within the defined hours of service] to meet this threshold.  This figure represents permissible unavailability of ~ten minutes per working month.

	CRITICAL  SERVICE FAILURE LEVEL
	The Service shall be available for 99.0% of the time [within the defined hours of service] to meet this threshold.  This figure represents permissible unavailability of ~100 minutes per working month.









	Service Request Completion

	Service Level Description

	Percentage of Service Requests successfully completed in accordance with the Customer Policies, Processes and Procedures or the Security Standards (as appropriate) within the targets agreed with the Customer and as defined and listed within the Desktop Services Customer spreadsheets and / or tables (catalogue) within a SMP.

In measuring compliance with the target timescales, time shall run from the date upon which the Supplier receives a Service Request on a Working Day (or if the Service Request is received on a day other than a Working Day, the time shall run from the date of the next Working Day) and end on the date of the Working Day upon which the Service Request is updated as completed by the Supplier and confirmed by the Customer via the Customer.


	Service Level Calculation
	A  x  100 
B

Where:

A  =	the aggregate number of Service Requests completed within the target timeframes (detailed in the table above) in a SMP; and

B  = 	the aggregate number of Service Requests scheduled to be completed within the target timeframes (detailed in the table above) in an SMP. 


	Hours of Service
	Working Days, unless otherwise agreed. 

	Data Capture
	The Supplier will report the aggregate number of Service Requests completed or scheduled for completion during a SMP.

	Impact
	High

	Operating Service Level
	98.00% completed within delivery times specified 

	Increased Impact Service Level (Service Threshold)
	93.00% completed within delivery times specified in the Desktop Products and Services Catalogue?

	Critical  Service Failure Level
	88.00% completed within delivery times specified in the Desktop Products and Services Catalogue?




	Customer Satisfaction 

	Service Level Description
	Percentage of end users that are content with the service they have been provided with. 


	Service Level Calculation
	The provision of an End-User satisfaction survey during the Service Hours. The supplier shall provide the End-User a feedback service to enable the end user to select an appropriate level of satisfaction in dealing with the incident.

	Hours of Service
	Monday to Friday, 09:00 to 17:30 excluding Public Holidays in England.

	Data Capture
	In order to carry out the service level calculation above, the Supplier shall capture and report to the Customer the results of the feedback supplied within an SMP and including number of response and the level of satisfaction.

	Impact
	Medium

	Operating Service Level
	90.00% are satisfied or above.

	Increased Impact Service Level (Service Threshold)
	80.00% are satisfied or above.

	Critical Service Failure Level
	75.00% are satisfied or above.



	Service Desk Fix Rate

	Service Level Description
	The provision of a first-time fix (FTF) service by the Service Desk to End-Users during the core business Service Hours.

	Service Level Calculation
	The number of incidents resolved by the Service desk at first contact capable of being resolved remotely.


	Hours of Service
	Monday to Friday, 09:00 to 17:30 excluding Public Holidays in England.

	Data Capture
	Each incident logged with the Service desk will be reported on, totalling the fixed incidents by resolve group, therefore detailing which incidents were resolved within the first time fix definition.

	Impact
	High

	Operating Service Level
	90%


	Increased Impact Service Level (Service Threshold)
	85%

	Critical  Service Failure Level
	80%



Reporting of Service Failures
The Customer shall report all Service Failures to the Service Desk.

The Supplier shall ensure that all Service Failures are logged immediately on receipt of notification, on the Service Failure Log. The Customer shall have verification rights in relation to the Service Failure Log.

Where the Help Desk receives more than one report of the Service Failure then all such reports shall be logged on the Service Failure Log (but for the avoidance of doubt, the first report shall be deemed to be the Service Failure Report).

The Supplier shall ensure that, as a minimum, the following details are recorded by the Supplier in the Service Failure Log in respect of each Service Failure: -

· a unique report number (report numbers shall be applied sequentially);
· the date and time the report is received at the Help Desk;
· the nature and location of the Service Failure;
· the person/organisation making the report;
· the level assigned to the Service Failure by the Customer;
· an estimate (produced with all due care and diligence) of the number of End Users which are affected by the Service Failure (whether they are individual users or groups of users);
· the action intended to be taken or which has been taken to rectify the Service Failure;
· details of any communication with the Customer's Representative in connection with the Service Failure;
· notes/comments regarding any mitigating circumstances with regard to the Service Failure;
· the Supplier's plans for remedying the Service Failure and/or for preventing the Service Failure from re-occurring including details where applicable of the estimated time within which such Service Failure will be remedied; and;
· the reasons for any inability of the Supplier to meet the Operating Service Level so as to resolve the Service Failure.

The Supplier shall provide to the Customer's Representative a copy of the entry in the Service Failure Log in respect of each Service Failure within 2 hours of receipt of the Service Failure Report or within such shorter period as the Customer shall reasonably require with respect to any Service Failure which has resulted in the Supplier's performance of a Service falling below a Service Threshold and/or with respect to any Severity 1 Service Failure or Severity 2 Service Failure.

Whenever requested by the Customer's Representative (acting reasonably), the Supplier shall, at intervals of no more than 1 hour, provide to the Customer's Representative an up-to-date status report with respect to each Service Failure.

The Customer shall determine the level which relates to each Service Failure.  The Supplier shall be entitled to challenge the level which is allocated by the Customer.  Any such challenge shall not affect the obligations of the Supplier to respond to the Service Failure in accordance with the level initially allocated by the Customer.

Satisfaction Surveys
In order to assess the level of performance of the Supplier, over and above the agreed Operating service levels, the Customer may undertake satisfaction surveys in respect of End Users or various groups of End Users ("Satisfaction Surveys").  These surveys may consider:

· the assessment of the Supplier’s performance by the Users against the agreed Service Levels; and/or;
· other suggestions for improvements to the Services.

The Customer shall be entitled to notify the Supplier of any aspects of their performance of the Services which the responses to the Satisfaction Surveys reasonably suggest are not meeting the Service Requirement.

The Supplier shall, as soon as reasonably practicable after notification from the Customer in accordance with the requirements specified ensure that such measures are taken by it as are appropriate to achieve such improvements as soon as is reasonably practicable.

All other suggestions for improvements to the Services shall be dealt with as part of the continuous improvement programme pursuant to schedule 2.4 (Continuous Improvement).

Records
The Supplier shall keep appropriate documents and records (e.g. Help Desk records, Service Failure log, staff records, timesheets, training programmes, staff training records, goods received documentation, supplier accreditation records, complaints received etc.) in relation to the Services being delivered and the other requirements to be satisfied pursuant to this Contract.  Without prejudice to the generality of the foregoing, the Supplier shall maintain accurate records of call histories in relation to the monitoring of the Services for a minimum of 12 months and provide prompt access to such records to the Customer upon the Customer's request.  The records and documents of the Supplier shall be available for inspection by the Customer and/or its nominee at any time and the Customer and/or its nominee may make copies of any such records and documents.
In addition to maintain appropriate documents and records, the Supplier shall provide to the Customer such supporting documentation as the Customer may reasonably require in order to verify the level of the performance of the Supplier both before and after the Operational Service Commencement Date and the calculations of the amount of Service Credits for any specified period.


Annex 2

MHCLG Datamart Service – Patterns of Business Activity
The embedded document contains patterns of business activity for Datamart applications for CORE, NICORE and Troubled Families:







Annex 3

MHCLG Datamart Service – Call Volumes by Service

Monthly Call Volumes from April 2019
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Annex 4

Abbreviations, Definitions, and Terms – An exhaustive table containing all abbreviation, definitions or terms used in this document has been included below.
	
Abbreviation, Definition or Term

	Expansion and/or Description

	AWS
	Amazon Web Services

	BAU
	Business As Usual

	BC
	Business Continuity

	BI
	Business Intelligence

	BPSS
	Baseline Personnel Security Standard (A level of National Security Clearance)

	CCS
	Crown Commercial Service

	CORE
	COntinuous REcording

	CPU
	Central Processing Unit

	CTC
	Counter Terrorist Check (A level of National Security Clearance)

	CV
	Curriculum Vitae

	Cybersecurity
	Loosely speaking cybersecurity relates to online security and maintaining protection form online attacks.  More formally it comprises technologies, processes, and controls to protect systems, networks and data from attack(s) be they online or not.  (The term has evolved over time – the online ‘space’ becoming known as ‘cyberspace’; supposedly derived from the ‘Cybermen’: fictitious cyborgs and persistent enemies of Dr Who (also fictitious!))

	Datamart
	The [MHCLG] Datamart is a corporate solution which allows for numerous grant and data collection programmes to be supported and administered online via bespoke applications, all within a consolidated single departmental suite of business-critical web applications – The Datamart.

	DELTA
	An application within the Datamart suite; DELTA concentrates MHCLG’s data collection and grant administration.

	Effective Date
	Date on which the Contract is executed i.e. signed by both Parties

	e.g.
	[Latin in common English usage] an abbreviation for exempli gratia: for example

	Etc
	[Latin in common English usage] an abbreviation for Et cetera: and the rest

	FTF
	First Time Fix

	GDPR
	General Data Protection Regulations

	GOV.UK
	A central UK Government website providing a ‘single point of access’ or ‘landing page’ for HMG websites and web services.  Previously diverse Government Department websites have been concentrated on GOV.UK.

	HM
	Her Majesty

	HMG
	Her Majesty’s Government

	IT
	Information Technology

	ITIL
	Information Technology Infrastructure Library

	ITT
	Invitation To Tender

	KPI
	Key Performance Indicator

	MarkLogic NoSQL Sever
	An enterprise grade, NoSQL database with the capacity to serve many client requests.  Proprietary to the MarkLogic organisation.

	MHCLG
	Ministry of Housing, Communities and Local Government (Formerly known as DCLG; their website is one of many concentrated on GOV.UK)

	MHCLG Group
	Ministry of Housing, Communities and Local Government and all its associated Arms Length Bodies; Executive Agencies etc. as set out at paragraph 2.7 of this document, Appendix B.

	Mobilisation Period
	The period of time from the Effective Date of the Contract until the Service Commencement Date

	MTBF
	Mean Time Between Failures

	MTTR
	Mean Time To Repair

	NCSC
	National CyberSecurity Centre (an evolution of CESG and ultimately a subordinate to GCHQ - NCSC)

	PAAS
	Platform As A Service

	RAM
	Random Access Memory

	RVT
	Requirements Validation Table

	SC
	Security Check (a reasonably high level of HMG security clearance).

	Service Commencement Date
	The date on which the new support service (for Technical and Business support services) commences.
At time of drafting, it is expected that this date shall be no later than 1 January 2019.

	SLA
	Service Level Agreement

	SLM
	Service Level Management

	SME
	Small and Medium-Sized Enterprise 

	SMP
	Service Management Period

	SOP
	Secure Operating Procedure or Standard Operating Procedure (context dependent)

	SOR
	Statement Of Requirement

	SQL
	Structured Query Language (a specialized programming language used to manage [‘SQL’] databases and information contained within them).

	TFAM
	Troubled FAMilies

	TSL
	Target Service Levels

	TSO
	The Stationery Office (essentially the hived-off, privatised, former publishing arm of HMSO; part of The Williams Lea Group).  TSO.

	UK
	United Kingdom

	Viz
	[Latin in common English usage] an abbreviation for Videlicit: namely; in other words
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CORE

		CORE Patterns of Business - April 2019 to June 2020

				Apr-19		May-19		Jun-19		Jul-19		Aug-19		Sep-19		Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20

		2018/19 collection						 - 7 June: Year-end deadline for providers to submit data
 - Chasing late submissions		 - Mid-July: chasing ends
 - Mid-July: QA starts (providers amending logs)		 - Mid-Aug: QA ends and collection turned off (by Softwire)		 - Start of stats release busy period (medium availability)		 - Stats release busy period		 - Stats release busy period		 - Early Dec: Data published in the system (complex snapshot upload)

		2019/20 collection		 - 1 Apr: Forms go live
 - Until mid-Apr: Potential teething problems						 - 12 July: Q1 soft deadline
 - Snapshot for RPI Q1						 - 11 Oct: Q2 soft deadline
 - Snapshot for RPI Q2						 - 17 Jan: Q3 soft deadline
 - Snapshot for RPI Q3						 - Snapshot for RPI Q4		 - Expect high volume of submissions as year end nears		 - 6 June: "Deadline" for providers to submit data
 - Chasing late submissions

		2020/21 collection																				 - Early Jan: CORE send requirements for new forms to Softwire
 - Softwire build		 - End Feb at latest: Forms ready for UAT		 - UAT of new forms, fixes, re-testing, sign off
 - 30 Mar: Hard deadline		 - 1 Apr: Forms go live
 - Until mid-Apr: Potential teething problems

								System peaks

								System points of note (not as busy but worth being aware of)

								Other peaks (CORE team busy)
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NICORE%20patterns%20of%20business%20Apr19-Jun20.xlsx
NICORE

		NICORE Patterns of Business - April 2019 to June 2020

				Apr-19		May-19		Jun-19		Jul-19		Aug-19		Sep-19		Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20

		2018/19 collection						Uploading 18/19 data           Training 19/20 logs		Continued training and uploading of 18/19 logs		 - Mid-Aug: Chasing year end logs and validating data.  Wnd of August Collection turned off  (by Softwire)?		 - Start of reporting of data (medium availability)		 - Reporting of data busy period		 - Reporting of data busy period		 - Reporting of data busy period

		2019/20 collection		 - 1 Apr: Forms go live
 - Until mid-Apr: Potential teething problems						End of July Q1 soft deadline
								End of Nov Q2 soft deadline
						 End of Feb: Q3 soft deadline
						 - Expect high volume of submissions as year end nears		 - Expect high volume of submissions as year end nears

		2020/21 collection																				 - Mid Jan: NICORE send requirements for new forms to Softwire
 - Softwire build		 - End Feb at latest: Forms ready for UAT		 - UAT of new forms, fixes, re-testing, sign off
 - 30 Mar: Hard deadline		 - 1 Apr: Forms go live
 - Until mid-Apr: Potential teething problems

								System peaks

								System points of note (not as busy but worth being aware of)

								Other peaks (CORE team busy)
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TF Submissions Timetable 2019-20.pdf


Apr-19 May-19 Jun-19 Jul-19 Aug-19 Sep-19 Oct-19 Nov-19 Dec-19 Jan-20 Feb-20 Mar-20


Local authority 
TF Costs


CBA 
Submission 


26th April 2019


NIS 10 Submission 
Group 1: 3 - 7 February


Group 2: 10  - 14 February
Group 3: 17 - 21 February


Family Progress 
Data (FPD)


National Impact 
Study (NIS)


Rolling Claims Window
Open: 1 October - 03 January 2019


Rolling Claims Window
Open: 6 January - 27 March 2020


Payment by 
Results (PbR)


Rolling Claims Window
Open: 9 April - 28th June 2019


Rolling Claims Window
Open: 1 July - 27 September 2019


FPD 9 Submission (P) 
Group 1: 28 October - 1 November


Group 2: 4 -8 November
Group 3: 11 - 15 November


PI to Troubled Families 
Team 4 July 2019


PI to Troubled Families 
Team 9 January 2020


Troubled Families data requirements and output timetable 2019-20  
(P) = PROVISIONAL 


Table updated: 
09/04/2019


Troubled Families data requirements and output 
timetable 2019-20


Engaged with 
figures (PI)


PI to Troubled 
Families Team 3 


October 2019


PI to Troubled 
Families Team


NIS 9 Submission 
Group 1: 8 July - 12 July


Group 2: 15  - 19 July
Group 3: 22 - 26 July


FPD 8 Submission (P) 
Group 1: 3 - 7 June


Group 2: 10 - 14 June
Group 3: 17 - 21 June
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Summary of Calls by Application


2019 2020
Application April May June July August September October November December January February March Total
CORE 2113 2113
Delta 1911 1911
EClaims 424 424
TFAM 57 57
NICORE 0 0
Total 4505 0 0 0 0 0 0 0 0 0 0 0 4505


To note: Business phone calls and Emails


TSO Call Centre Helpdesk Calls - April 2019


No of Calls Raised Per Month


2113


1911
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April 2019
Calls Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
Calls Offerred 15 12 22 17 13 10 11 13 13 13 52 17 15 10 15 12 19 17 7 19 322
Calls Handled 15 12 22 17 13 10 11 12 13 13 40 16 15 10 15 11 19 17 7 19 307


E-mails Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
TOTAL 85 127 97 137 132 0 0 148 112 86 66 59 0 0 117 105 88 74 0 0 0 0 116 103 154 0 0 0 0 0 1806
User 37 56 59 44 28 38 57 32 37 37 102 59 41 48 40 70 58 843
No. Unique Customers 32 44 50 30 25 33 48 27 34 35 92 55 38 33 33 54 50 713
Content Solutions/TSO 8 2 2 1 2 1 3 1 3 23
CORE/MHCLG 40 71 36 93 102 109 55 54 29 20 15 46 46 23 75 33 93 940
TOTAL 85 127 97 137 132 0 0 148 112 86 66 59 0 0 117 105 88 74 0 0 0 0 116 103 0 0 0 1806
CATEGORIES 
Manual Validation 19 18 26 22 9 13 24 14 11 10 16 11 2 19 7 26 23 270
Dropping Logs 1 1 1 3
Reporting Queries 3 2 1 2 1 2 1 1 2 1 16
Log Queries 2 7 2 1 1 2 4 1 1 53 26 20 11 15 19 16 181
Management Groups/Schemes 2 5 9 5 3 4 6 4 4 6 2 1 5 9 6 2 4 77
System Issues 6 3 1 1 2 2 1 1 17
Data Submission Queries 6 11 5 7 4 7 11 2 7 7 13 7 5 2 5 4 103
eCORE 2 1 2 2 1 2 1 1 12
User Management 5 3 6 3 2 8 6 8 10 5 10 5 7 8 7 10 6 109
User Management - DPO 2 1 1 4
Feedback 1 1
Institution Updates 1 2 3 1 3 2 3 2 3 4 3 6 1 1 3 38
Data Protection Queries 1 1 1 2 1 1 4 1 12
TOTAL 37 56 59 44 28 0 0 38 57 32 37 37 0 0 102 59 41 48 0 0 0 0 40 70 58 0 0 0 0 843


Outstanding figure 
In Progress < 1 Working day 6 2 16 3 1 2 0 15 21 3 9 1 0 1 0 1 2 3 0 0
In Progress > 1 Working day 88 79 94 79 86 70 76 70 57 63 52 63 73 65 63 53 57 69 56 79
NEW < 1 working day 47 77 95 73 89 81 144 87 98 46 41 119 130 90 69 32 83 135 117 51
NEW > 1 working day 0 0 0 0 3 14 0 0 0 0 0 12 0 0 0 0 0 8 56 74
Total Outstanding 141 158 205 155 179 0 0 167 220 172 176 112 0 0 102 195 203 156 0 0 0 0 132 86 142 215 0 0 229 204


***Currently due to issues with the CORE Helpdesk (MHCLG) we have been unable to raise Tickets since Friday 26th April hence the missing figures***
**There are currently 182 new emails that we are unable to resolve/process due to the above issue**


Call Centre - April 2019 (CORE Business)







April
Calls Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
Calls Offerred 17 24 18 16 12 18 19 15 24 37 35 14 25 44 26 36 24 29 37 35 505
Calls Handled 17 24 18 16 12 18 19 15 24 37 34 13 25 39 26 36 24 29 35 31 492


E-mails Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
TOTAL 95 62 76 55 67 0 0 68 75 67 63 86 0 0 106 88 77 65 0 0 0 0 69 69 74 48 0 0 55 54 1419
User 71 41 49 44 40 49 59 53 49 62 80 66 63 55 61 59 50 39 43 30 1063
No. Unique Customers 63 39 45 42 36 47 55 49 47 55 74 60 60 51 57 54 46 35 39 29 983
Content Solutions/TSO 10 10 16 6 5 5 10 4 11 8 8 10 2 2 2 4 11 4 7 4 139
Delta/DCLG 14 11 11 5 22 14 6 10 3 16 18 12 12 8 6 6 13 5 5 20 217
TOTAL 95 62 76 55 67 0 0 68 75 67 63 86 0 0 106 88 77 65 0 0 0 0 69 69 74 48 0 0 55 54 1419
CATEGORIES 
Account Enable 1 1 1 4 2 2 4 3 2 7 1 4 7 2 3 3 5 52
Password Query 15 3 3 4 3 6 3 3 2 8 3 7 4 1 1 3 1 3 1 74
Form Status Enquiry 24 17 25 19 12 17 33 27 26 43 45 35 37 34 31 23 19 14 15 15 511
New Account Request 25 13 17 15 20 20 15 15 11 9 21 17 16 12 15 31 20 16 17 13 338
Username Query 1 2 2 1 6
Missing E-alert 0
Pilot user  issue 0
Browser Issue 0
Error Message Received 1 1 1 1 4
User Feeback 1 1 2
XML Upload 1 1
Account issue e.g (Multiple Orgs) 6 7 4 5 4 7 3 7 4 5 4 4 2 1 5 3 2 2 75
TOTAL 71 41 49 44 40 0 0 49 59 53 49 62 0 0 80 66 63 55 0 0 0 0 61 59 50 39 0 0 43 30 1,063


Outstanding figure 
In Progress < 1 Working day 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1
In Progress > 1 Working day 0 41 48 8 29 68 35 70 38 42 46 14 41 70 12 16 5 0 0 0
NEW < 1 working day 9 9 7 11 9 5 9 8 5 5 7 12 10 9 15 5 7 82 57 51
NEW > 1 working day 1 3 0 40 30 18 91 52 134 129 163 251 195 147 223 214 180 111 182 118
Total Outstanding 10 53 55 59 68 0 0 91 135 130 177 176 0 0 216 277 246 226 0 0 0 0 250 235 192 193 0 0 239 170


***QRC4 form formula issue along with grants new account requests led to a spike.  QRC was taken down for while. Farzana and Jeremy spoken to to discuss****


Call Centre - April 2019 (Delta Business)







April
ECLAIMS Calls Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
Calls Offerred 2 0 3 2 2 1 1 1 1 1 2 1 1 0 2 0 0 0 1 6 27
Calls Handled 2 0 3 2 2 1 1 1 1 1 1 1 1 0 2 0 0 0 1 5 25


ECLAIMS E-mails Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
TOTAL 18 17 18 14 23 10 28 20 20 19 12 18 24 18 18 14 20 27 29 32 399
User 7 9 6 8 10 3 6 13 9 13 0 7 13 13 11 8 11 16 14 13 190
No. Unique Customers 6 8 6 8 8 3 6 10 8 8 0 5 10 11 7 5 8 8 9 11 145
Content Solutions/TSO 6 6 10 5 9 3 11 3 5 1 7 6 7 4 3 4 8 7 11 6 122
ESF/DWP 5 2 2 1 4 4 11 4 6 5 5 5 4 1 4 2 1 4 4 13 87
TOTAL 18 17 18 14 23 0 0 10 28 20 20 19 0 0 12 18 24 18 0 0 0 0 18 14 20 27 0 0 29 32 399
CATEGORIES 
Project change request 1 2 1 2 3 3 2 4 7 4 1 4 3 37
Application Query 2 2 1 1 3 1 1 11
New User Request 0
Transaction List Query 1 1 2 4
PDS Issue 1 1 2 2 6
Log-In Issue 1 1 1 4 1 1 3 4 2 18
Call Queries 2 1 1 1 2 2 1 1 1 1 13
Claims Queries 2 2 3 3 2 2 5 5 2 3 3 3 3 1 2 6 6 6 59
SDA Query 0
Error Message Received 1 1 1 3
Removal Request 2 2
Irregularities Issues/Queries 2 1 1 3 7
Project Queries 4 3 1 2 1 1 1 1 1 2 5 2 3 3 30
System Queries 0
TOTAL 7 9 6 8 10 0 0 3 6 13 9 13 0 0 0 7 13 13 0 0 0 0 11 8 11 16 0 0 14 13 190


Outstanding figure 
In Progress < 1 Working day 2 8 6 3 5 5 7 1 1 1 3
In Progress > 1 Working day 53 55 64 75 48 98 102 99 106 107 108 109 109 109 107 106 106 106 106 110
NEW < 1 working day 4 18 8 14 5 17 5 5 3 13 4 1 9 8 7 6 11 13 14 25
NEW > 1 working day 1
Total Outstanding 59 81 78 92 58 0 0 120 107 111 110 120 0 0 113 110 118 118 0 0 0 0 114 112 117 119 0 0 121 138


Call Centre - April 2019 (EClaims Business)







Call Centre - {xxx} 2019 (NICORE Business)







April
Calls Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th 31st TOTAL 
Calls Offerred 2 0 3 2 2 1 1 1 1 1 2 1 1 0 2 0 0 0 1 6 27
Calls Handled 2 0 3 2 2 1 1 1 1 1 1 1 1 0 2 0 0 0 1 5 25


E-mails Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th 31st TOTAL 
TOTAL 8 1 4 0 1 0 0 5 1 3 3 2 0 0 0 0 0 0 0 0 0 0 0 4 0 0 0 0 0 0 0 32
User 4 0 2 0 1 1 1 1 0 0 0 0 0 0 0 2 12
No. Unique Customers 4 0 2 0 1 1 1 1 0 0 0 0 0 0 0 2 12
Content Solutions/TSO 1 0 2 0 0 3 0 1 3 2 0 0 0 0 0 1 13
TFIS/MHCLG 3 1 0 0 0 1 0 1 0 0 0 0 0 0 0 1 7
TOTAL 8 1 4 0 1 0 0 5 1 3 3 2 0 0 0 0 0 0 0 0 0 0 0 4 0 0 0 0 0 0 0 32
CATEGORIES 
New Account Request 1 1
Username Enquiry 0
NIS Referral 0
FPD Query 2 1 3
System Issues (exc. unhandled error) 0
Unhandled Error 0
Family/Individual ID Validation 0
Payment Claims Query 1 1 2
Log-in issue 2 1 1 2 6
Dashboard Queries 0
Feedback 0
Institution Updates 0
GDPR Queries 0
TOTAL 4 0 2 0 1 0 0 1 1 1 0 0 0 0 0 0 0 0 0 0 0 0 0 2 0 0 0 0 0 0 0 12


Outstanding figure 
In Progress < 1 Working day 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 1 0
In Progress > 1 Working day 0 0 1 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
NEW < 1 working day 2 4 1 1 0 1 1 3 1 2 2 0 0 0 0 0 2 4 5 2
NEW > 1 working day 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Total Outstanding 2 4 2 2 0 0 0 1 1 3 1 2 0 0 2 0 0 0 0 0 0 0 0 0 2 5 0 0 6 2 0


Call Centre - April 2019 (TFAM Business)







Call Definitions


CORE 
Category Definition * Will get this updated in collaboration with Gary and Chuk
Manual Validation When a user needs their logs manually validated – rent to high, Postcode not valid
Dropping Logs When a user requests that a saved/invalid Log be deleted (dropped)


Reporting Queries
When users are having difficulty downloading submitted logs –missing logs, no drop down to 
select, where to download


Log Queries Can’t find a log  or unable to download log
Management Groups/Schemes User is wanting to add a new scheme/management group
System Issues Website is down


Data Submission Queries
User not sure if log needs to be entered, or the correct category/form to use e.g. affordable rent 
or social rent


eCORE User requests Lettings/Sales Form or templates to be sent
User Management Add data providers/coordinators- linking users-logging in issues-setting up a DPO
Feedback Any feedback regarding website or helpdesk experience
Institution Updates New institution setup – merging of institution
Data Protection Queries GDPR queries/ Data sharing agreement


Delta
Category Definition * Will get this updated in collaboration with Jeremy


EClaims
Category Definition * Will get this updated in collaboration with Sharon


NICORE 
Category Definition * Will get this updated in collaboration with Sharon


TFIS
Category Definition * Will get this updated in collaboration with Simon and Alima







Definition


Complete Failure of Service(s).  


Application(s) or Infrastructure 
affecting individual or multiple sites, 
or complete loss of site(s) or 
impending impact on Williams Lea’s 


P2


An incident which causes the 
performance or functionality of an 
application/service to be significantly 
degraded.


Within Four (4) Business Hours Within eight (8) hours during Service 
Hours


P4
End user service requests such as 
request for information, assistance or 
service extension.


Within Eight (8) Business Hours Within five (5) Working Days


P3


An incident which does not materially 
affect the performance or functionality 
of the  application/service or for which 
a work around is/can be found or 
which the business can afford to do 
without until a permanent fix is found.


Within Eight (8) Business Hours Within Forty (40) Business Hours


Severity Initial Response Resolution


P1 Within one (1) hour during Service 
Hours


Within four (4) hours during Service 
Hours with WL working continuously 


until the fault is resolved







Datamart Helpdesk Calls - Totals by Financial Year
No of Calls Raised  Per Year


Application 2017-18 2018-19 2019-20 (so far)
CORE 24819 2113
Delta 14197 19134 1911
EClaims 3615 424
NICORE 0
Troubled Families 452 57
Total 14197 48020 4505
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Summary of Calls by Application


2019 2020
Application April May June July August September October November December January February March Total
CORE 2113 2681 4794
Delta 1911 1432 3343
EClaims 424 440 864
TFAM 57 31 88
NICORE 0 0 0
Total 4505 4584 0 0 0 0 0 0 0 0 0 0 9089


To note: Business phone calls and Emails


TSO Call Centre Helpdesk Calls - May 2019


No of Calls Raised Per Month
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May 2019
Calls Received 


1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
Calls Offerred 18 8 21 8 10 20 17 9 7 11 13 11 16 9 18 16 13 0 0 25 279
Calls Handled 13 8 19 8 10 20 12 8 7 10 9 9 14 9 12 11 13 0 0 22 237


E-mails Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
TOTAL 37 51 52 0 0 0 52 37 55 168 0 0 232 128 110 149 210 0 0 241 121 126 136 148 0 0 0 85 103 122 2444
User 37 51 52 52 37 54 39 53 29 32 62 60 59 61 54 39 53 33 49 33 970
No. Unique Customers 32 39 31 33 26 37 31 43 24 31 45 37 46 46 44 31 40 32 45 30 751
Softwire 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 2
CORE/MHCLG 0 0 0 0 0 1 129 179 99 78 87 150 182 60 72 97 95 51 54 89 1472
TOTAL 37 51 52 0 0 0 52 37 55 168 0 0 232 128 110 149 210 0 0 241 121 126 136 148 0 0 0 85 103 122 2444
CATEGORIES 
Manual Validation 15 20 22 22 22 18 21 21 15 10 30 31 25 29 16 20 30 6 12 15 412
Dropping Logs 1 1
Reporting Queries 1 1 5 1 1 2 2 1 1 1 16
Log Queries 4 4 2 2 1 4 1 3 2 2 2 2 1 2 1 2 1 2 4 44
Management Groups/Schemes 2 7 7 5 4 12 7 6 2 4 6 11 9 13 11 4 8 7 11 2 139
System Issues 0
Data Submission Queries 8 5 5 4 2 1 4 3 3 2 3 4 3 2 9 2 3 2 8 6 86
eCORE 2 1 1 1 2 2 1 2 2 1 17
User Management 6 10 11 11 5 15 6 14 3 11 12 5 15 11 8 9 9 11 10 2 189
User Management - DPO 1 1 2 2 1 1 4 1 13
Feedback 0
Institution Updates 1 2 4 1 1 4 1 6 1 3 3 2 3 4 1 3 2 2 46
Data Protection Queries 1 1 1 1 1 1 1 7
TOTAL 37 51 52 0 0 0 52 37 54 39 0 0 53 29 32 62 60 0 0 59 61 54 39 53 0 0 0 33 49 33 970


Outstanding figure 
In Progress < 1 Working day 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 17 0 0
In Progress > 1 Working day 79 68 64 67 65 65 65 63 66 66 97 103 147 148 128 87 108 103 123 102
NEW < 1 working day 50 40 38 6 37 36 30 79 83 110 150 197 236 132 107 84 133 79 46 100
NEW > 1 working day 70 123 120 230 250 239 234 174 90 162 149 130 123 215 118 48 33 9 24 33
Total Outstanding 199 231 222 0 0 0 303 352 340 329 0 0 316 239 338 396 430 0 0 507 495 353 219 274 0 0 0 208 193 235 0


**Calls Offered/Handled on the 28th & 29th show as '0' however this is not the case. We had issues with the Phone Monitoring System which has meant that these Statistics were not recorded.


**started to receive Bounce Back emails when passing emails to core.helpdesk@dclgdatamart.gov.uk on the 12th June 2019. Blank days could not count actual helpdesk outstanding.**


Call Centre - May 2019 (CORE Business)







May
Calls Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
Calls Offerred 18 15 24 30 29 11 13 21 23 26 10 10 9 18 17 8 14 0 0 9 311
Calls Handled 16 15 21 28 25 11 13 21 23 23 10 10 9 18 14 8 14 0 0 8 293


E-mails Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
TOTAL 16 56 36 0 0 0 70 70 56 48 0 0 65 57 76 61 67 0 0 79 68 53 52 35 0 0 0 43 36 59 1139
User 10 40 29 56 36 38 30 47 46 59 33 42 51 41 36 34 27 33 29 39 779
No. Unique Customers 10 39 29 54 35 36 29 42 41 57 30 35 35 34 26 28 22 29 19 31 681
Content Solutions/TSO 3 6 1 3 12 8 8 7 5 13 13 5 9 10 6 6 3 4 3 6 136
Delta/DCLG 3 10 6 11 22 10 10 11 6 4 15 20 19 17 11 12 5 6 4 14 224
TOTAL 16 56 36 0 0 0 70 70 56 48 0 0 65 57 76 61 67 0 0 79 68 53 52 35 0 0 0 43 36 59 1139
CATEGORIES 
Account Enable 1 2 1 2 1 1 1 1 1 1 1 1 2 3 19
Password Query 1 3 3 4 3 2 1 3 3 1 3 1 2 3 3 36
Form Status Enquiry 5 23 18 31 18 17 11 16 16 15 6 18 32 23 23 16 19 16 12 9 351
New Account Request 4 14 7 18 13 16 16 27 24 39 25 18 15 16 9 16 8 14 10 27 352
Username Query 1 1
Missing E-alert 0
Pilot user  issue 0
Browser Issue 0
Error Message Received 0
User Feeback 1 1 2
XML Upload 0
Account issue e.g (Multiple Orgs) 2 3 2 1 2 4 1 1 1 1 18
TOTAL 10 40 29 0 0 0 56 36 38 30 0 0 47 46 59 33 42 0 0 51 41 36 34 27 0 0 0 33 29 39 779


Outstanding figure 
In Progress < 1 Working day 0 0 0 0 0 0 0 0 2 7 0 0 0 5 14
In Progress > 1 Working day 11 15 32 18 60 54 3 0 0 0 0 0 2 0 2
NEW < 1 working day 8 0 8 0 5 12 5 0 7 2 4 4 6 0 15
NEW > 1 working day 87 52 0 14 6 15 16 6 0 2 1 30 3 0 0
Total Outstanding 0 0 0 0 0 0 0 0 0 106 0 0 67 40 32 71 81 0 0 24 6 9 11 5 0 0 0 34 11 5 31


**Calls Offered/Handled on the 28th & 29th show as '0' however this is not the case. We had issues with the Phone Monitoring System which has meant that these Statistics were not recorded.**


Call Centre -May 2019 (Delta Business)







May
ECLAIMS Calls Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
Calls Offerred 0 0 0 0 2 0 0 0 2 0 0 0 0 1 2 0 0 0 0 1 9
Calls Handled 0 0 0 0 2 0 0 0 2 0 0 0 0 1 2 0 0 0 0 1 9


ECLAIMS E-mails Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
TOTAL 25 13 15 0 0 0 25 26 34 12 0 0 7 20 20 21 25 0 0 19 7 25 10 27 0 0 0 16 26 34 431
User 12 11 11 12 16 29 9 6 12 8 10 14 13 0 16 3 15 9 18 14 255
No. Unique Customers 10 7 9 9 10 15 8 4 9 6 8 10 11 0 11 3 10 9 16 13 191
Content Solutions/TSO 2 1 2 8 9 5 3 0 7 9 10 7 5 3 6 3 8 7 4 10 113
ESF/DWP 11 1 2 5 1 0 0 1 1 3 1 4 1 4 3 4 4 0 4 10 63
TOTAL 25 13 15 0 0 0 25 26 34 12 0 0 7 20 20 21 25 0 0 19 7 25 10 27 0 0 0 16 26 34 431
CATEGORIES 
Project change request 5 1 6 2 4 1 1 2 3 3 3 2 3 1 2 1 3 45
Application Query 1 1 2
New User Request 0
Transaction List Query 1 1
PDS Issue 1 1 1 3
Log-In Issue 1 6 2 1 1 2 2 1 3 3 23
Call Queries 2 6 2 1 2 14 1 4 2 1 1 1 1 2 41
Claims Queries 1 4 1 4 4 5 4 4 4 1 1 4 4 5 7 3 5 3 71
SDA Query 1 1
Error Message Received 1 1 2 2 4 3 1 2 16
Removal Request 1 1 1 1 4
Irregularities Issues/Queries 2 2
Project Queries 2 6 2 4 3 1 1 2 5 1 2 1 1 2 33
System Queries 1 1 5 13
TOTAL 12 11 11 0 0 0 12 16 29 9 0 0 6 12 8 10 14 0 0 13 0 16 3 15 0 0 0 9 18 14 255


Outstanding figure 
In Progress < 1 Working day 1 2 1 1 1 1 1 2 1
In Progress > 1 Working day 114 114 113 114 114 116 118 123 121 120 120 121 119 122 120 124 126 126 133 131
NEW < 1 working day 9 11 11 12 16 10 13 10 4 9 9 14 6 12 11 18 18 21 7 17
NEW > 1 working day 1 2 1
Total Outstanding 123 125 126 0 0 0 126 130 128 132 0 0 136 125 130 130 135 0 0 125 135 134 142 144 0 0 0 148 140 148 0


Call Centre - May 2019 (EClaims Business)







Call Centre - {xxx} 2019 (NICORE Business)







May
Calls Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th 31st TOTAL 
Calls Offerred 0 0 0 0 0 0 0 0 0 3 0 0 0 0 0 1 3 3 9 3 0 22
Calls Handled 0 0 0 0 0 0 0 0 0 3 0 0 0 0 0 1 3 3 9 3 0 22


E-mails Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th 31st TOTAL 
TOTAL 0 0 3 3 4 0 0 0 0 0 5 0 4 5 0 0 0 0 3 2 2 0 0 9 4 9 20 36 0 0 0 109
User 1 1 1 0 0 0 4 0 2 0 0 0 3 1 2 4 2 7 19 20 67
No. Unique Customers 1 1 1 0 0 0 4 0 2 0 0 0 2 1 2 3 1 5 12 11 46
Content Solutions/TSO 0 2 1 0 0 0 0 0 0 2 0 0 0 1 0 0 2 0 0 7 15
TFIS/MHCLG 2 0 2 0 0 0 1 0 2 3 0 0 0 0 0 5 0 2 1 9 27
TOTAL 0 0 3 3 4 0 0 0 0 0 5 0 4 5 0 0 0 0 3 2 2 0 0 9 4 9 20 36 0 0 0 109
CATEGORIES 
New Account Request 2 1 1 2 2 5 2 15
Username Enquiry 0
NIS Referral 0
FPD Query 0
System Issues (exc. unhandled error) 0
Unhandled Error 0
Family/Individual ID Validation 0
Payment Claims Query 1 2 1 1 2 7 7 21
Log-in issue 1 1 1 3 1 2 1 3 7 11 31
Dashboard Queries 0
Feedback 0
Institution Updates 0
GDPR Queries 0
TOTAL 0 0 1 1 1 0 0 0 0 0 4 0 2 0 0 0 0 0 3 1 2 0 0 4 2 7 19 20 0 0 0 67


Outstanding figure 
In Progress < 1 Working day 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2 2
In Progress > 1 Working day 4 4 4 4 4 4 4 4 4 6 6 6 6 6 7 7 8 8 5 5
NEW < 1 working day 1 3 1 4 0 0 2 2 0 0 0 0 0 1 0 3 1 5 6 5
NEW > 1 working day 0 1 0 0 0 0 0 0 2 0 0 0 0 0 0 0 0 0 1 0
Total Outstanding 0 0 5 8 5 8 4 0 0 4 6 6 6 6 0 0 6 6 6 7 7 0 0 10 9 13 14 12 0 0 0


Call Centre - May 2019 (TFAM Business)







Call Definitions


CORE 
Category Definition * Will get this updated in collaboration with Gary and Chuk
Manual Validation When a user needs their logs manually validated – rent to high, Postcode not valid
Dropping Logs When a user requests that a saved/invalid Log be deleted (dropped)


Reporting Queries
When users are having difficulty downloading submitted logs –missing logs, no drop down to 
select, where to download


Log Queries Can’t find a log  or unable to download log
Management Groups/Schemes User is wanting to add a new scheme/management group
System Issues Website is down


Data Submission Queries
User not sure if log needs to be entered, or the correct category/form to use e.g. affordable rent 
or social rent


eCORE User requests Lettings/Sales Form or templates to be sent
User Management Add data providers/coordinators- linking users-logging in issues-setting up a DPO
Feedback Any feedback regarding website or helpdesk experience
Institution Updates New institution setup – merging of institution
Data Protection Queries GDPR queries/ Data sharing agreement


Delta
Category Definition * Will get this updated in collaboration with Jeremy


EClaims
Category Definition * Will get this updated in collaboration with Sharon


NICORE 
Category Definition * Will get this updated in collaboration with Sharon


TFIS
Category Definition * Will get this updated in collaboration with Simon and Alima







Definition


Complete Failure of Service(s).  


Application(s) or Infrastructure 
affecting individual or multiple sites, 
or complete loss of site(s) or 
impending impact on Williams Lea’s 


P2


An incident which causes the 
performance or functionality of an 
application/service to be significantly 
degraded.


Within Four (4) Business Hours Within eight (8) hours during Service 
Hours


P4
End user service requests such as 
request for information, assistance or 
service extension.


Within Eight (8) Business Hours Within five (5) Working Days


P3


An incident which does not materially 
affect the performance or functionality 
of the  application/service or for which 
a work around is/can be found or 
which the business can afford to do 
without until a permanent fix is found.


Within Eight (8) Business Hours Within Forty (40) Business Hours


Severity Initial Response Resolution


P1 Within one (1) hour during Service 
Hours


Within four (4) hours during Service 
Hours with WL working continuously 


until the fault is resolved







Datamart Helpdesk Calls - Totals by Financial Year
No of Calls Raised  Per Year


Application 2017-18 2018-19 2019-20 (so far)
CORE 24819 4794
Delta 14197 19134 3343
EClaims 3615 864
NICORE 0
Troubled Families 452 88
Total 14197 48020 9089
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Summary of Calls by Application


2019 2020
Application April May June July August September October November December January February March Total
CORE 2113 2681 2686 7480
Delta 1911 1432 1188 4531
EClaims 424 440 404 1268
TFAM 57 31 131 219
NICORE 0 0 0 0
Total 4505 4584 4409 0 0 0 0 0 0 0 0 0 13498


To note: Business phone calls and Emails


TSO Call Centre Helpdesk Calls - June 2019
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June
Calls Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
Calls Offered 34 25 42 40 58 11 7 9 12 8 18 5 3 7 7 12 10 18 15 12 353
Calls Handled 27 23 34 34 56 11 7 9 12 8 11 5 3 6 7 12 9 16 13 10 313


E-mails Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
TOTAL 0 0 82 125 122 129 168 0 0 137 146 151 98 73 0 0 90 214 110 135 110 0 0 121 93 74 96 99 0 0 2373
User 64 49 70 74 106 45 57 51 50 26 34 39 33 42 38 43 36 33 49 42 981
No. Unique Customers 56 39 53 56 84 32 35 42 36 22 31 34 30 32 32 37 25 22 33 26 757
Content Solutions/TSO 0 0 0 3 2 0 1 0 0 0 0 3 1 0 0 0 0 1 1 5 17
CORE/MHCLG 18 76 52 52 60 92 88 100 48 47 56 172 76 93 72 78 57 40 46 52 1375
TOTAL 0 0 82 125 122 129 168 0 0 137 146 151 98 73 0 0 90 214 110 135 110 0 0 121 93 74 96 99 0 0 2373
CATEGORIES 
Manual Validation 26 18 25 32 41 19 25 16 14 13 9 20 14 19 20 17 15 14 23 20 400
Dropping Logs 1 1
Reporting Queries 1 1 1 1 1 1 2 1 9
Log Queries 3 2 4 6 8 2 3 4 5 4 1 2 2 3 8 6 4 1 2 8 78
Management Groups/Schemes 6 9 7 9 14 6 7 6 4 1 2 3 3 5 4 5 5 5 2 103
System Issues 0
Data Submission Queries 13 5 16 15 32 9 9 11 15 2 7 4 6 7 2 4 5 9 7 8 186
eCORE 3 1 1 2 2 1 3 1 3 17
User Management 12 10 9 8 7 5 12 10 5 4 10 9 8 7 2 9 7 3 11 3 151
User Management - DPO 3 1 1 2 1 8
Feedback 0
Institution Updates 1 4 4 2 2 2 1 1 1 1 1 1 3 2 26
Data Protection Queries 1 1 2
TOTAL 0 0 64 49 70 74 106 0 0 45 57 51 50 26 0 0 34 39 33 42 38 0 0 43 36 33 49 42 0 0 981


Outstanding figure 
In Progress < 1 Working day 1 1 2 0 0 25 0 3 3 0 0 10 20 12 17 2 8
In Progress > 1 Working day 108 109 127 144 130 85 147 198 159 151 106 91 45 38 33 39 26
NEW < 1 working day 92 77 124 133 121 208 151 83 93 190 95 90 75 56 50 38 42
NEW > 1 working day 159 161 189 119 110 67 61 86 82 7 10 0 0 0 0 0 0
Total Outstanding 0 0 360 348 442 396 361 0 0 385 0 359 0 0 0 0 370 337 348 211 191 0 0 140 106 100 79 76 0 0


**started to receive Bounce Back emails when passing emails to core.helpdesk@dclgdatamart.gov.uk on the 12th June 2019. Blank days could not count actual helpdesk outstanding.**


Call Centre - June 2019 (CORE Business)







June
Calls Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
Calls Offerred 11 11 9 11 13 4 14 3 9 7 11 10 12 20 10 5 14 4 9 4 191
Calls Handled 9 11 9 11 13 4 14 3 9 7 11 10 12 15 10 5 14 4 9 4 184


E-mails Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
TOTAL 0 0 76 65 62 61 59 0 0 67 58 42 47 53 0 0 64 62 28 46 35 0 0 45 48 41 31 14 0 0 1004
User 44 45 54 42 39 41 41 25 26 30 41 33 22 25 19 34 34 27 18 12 652
No. Unique Customers 35 40 23 35 33 34 30 18 21 22 32 28 17 19 16 27 29 21 16 12 508
Content Solutions/TSO 9 9 5 9 5 2 3 2 3 4 5 2 4 5 2 2 5 1 3 1 81
Delta/DCLG 23 11 3 10 15 24 14 15 18 19 18 27 2 16 14 9 9 13 10 1 271
TOTAL 0 0 76 65 62 61 59 0 0 67 58 42 47 53 0 0 64 62 28 46 35 0 0 45 48 41 31 14 0 0 1004
CATEGORIES 
Account Enable 1 2 1 2 1 1 2 1 2 3 1 3 2 2 24
Password Query 7 1 1 3 4 5 2 1 1 2 5 1 2 35
Form Status Enquiry 15 21 14 23 12 13 16 9 9 16 16 15 10 11 10 9 7 2 2 3 233
New Account Request 21 20 38 18 21 22 19 12 14 12 24 15 6 6 6 19 23 19 6 6 327
Username Query 1 1 2 2 6
Missing E-alert 0
Pilot user  issue 0
Browser Issue 0
Error Message Received 1 1 1 1 1 5
User Feeback 1 1
XML Upload 0
Account issue e.g (Multiple Orgs) 1 2 2 1 2 1 2 1 2 2 1 4 21
TOTAL 0 0 44 45 54 42 39 0 0 41 41 25 26 30 0 0 41 33 22 25 19 0 0 34 34 27 18 12 0 0 652


Outstanding figure 
In Progress < 1 Working day 0 0 22 14 0 0 0 0 0 1 0 0 0 0 0 0 6 1 9 7
In Progress > 1 Working day 0 0 10 0 3 33 2 2 3 0 3 1 0 0 0 0 1 5 4 4
NEW < 1 working day 6 13 0 0 15 3 17 3 3 9 9 7 7 7 5 19 13 38 12 15
NEW > 1 working day 2 10 4 0 26 4 5 0 0 0 8 0 0 0 0 0 0 0 0 0
Total Outstanding 0 0 8 23 36 14 44 0 0 40 24 5 6 10 0 0 20 8 7 7 5 0 0 19 20 44 25 26 0 0 0


Call Centre - June 2019 (Delta Business)







June 
ECLAIMS Calls Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
Calls Offerred 0 1 0 0 0 0 2 0 1 0 0 1 0 0 1 2 1 0 0 0 9
Calls Handled 0 1 0 0 0 0 2 0 1 0 0 1 0 0 1 2 1 0 0 0 9


ECLAIMS E-mails Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th TOTAL 
TOTAL 0 0 20 26 11 35 13 0 0 21 26 10 22 23 0 0 12 34 26 15 13 0 0 11 31 14 15 17 0 0 395
User 9 17 5 15 8 10 13 9 13 11 8 14 13 9 11 7 18 13 13 10 226
No. Unique Customers 8 13 4 15 6 9 13 9 13 10 7 9 7 8 11 5 13 10 10 6 186
Content Solutions/TSO 6 5 6 11 3 5 9 1 6 9 2 11 6 4 2 1 7 1 1 2 98
ESF/DWP 5 4 0 9 2 6 4 0 3 3 2 9 7 2 0 3 6 0 1 5 71
TOTAL 0 0 20 26 11 35 13 0 0 21 26 10 22 23 0 0 12 34 26 15 13 0 0 11 31 14 15 17 0 0 395
CATEGORIES 
Project change request 3 1 4 5 1 1 1 2 1 2 2 3 2 28
Application Query 2 1 1 3 7
New User Request 1 2 1 4
Transaction List Query 1 1 1 1 4
PDS Issue 1 1 2
Log-In Issue 3 2 1 1 2 4 1 1 1 1 17
Call Queries 3 1 1 3 4 1 2 2 1 18
Claims Queries 3 4 4 7 4 1 4 7 7 6 3 8 3 2 4 3 8 4 7 3 92
SDA Query 1 2 3
Error Message Received 1 1
Removal Request 0
Irregularities Issues/Queries 1 2 1 2 6
Project Queries 1 6 4 6 1 2 1 2 1 2 1 4 6 1 3 41
System Queries 1 1 1 3
TOTAL 0 0 9 17 5 15 8 0 0 10 13 9 13 11 0 0 8 14 13 9 11 0 0 7 18 13 13 10 0 0 226


Outstanding figure 
In Progress < 1 Working day 1 1 1 2
In Progress > 1 Working day 145 141 139 141 138 147 152 146 143 151 162 156 155 156 153 154 156 156 159 159
NEW < 1 working day 6 15 13 11 5 11 18 17 13 11 20 9 1 3 3 5 12 14 17 17
NEW > 1 working day 10 1 2 3 1
Total Outstanding 0 0 161 157 153 152 143 0 0 161 170 163 156 162 0 0 185 166 156 159 156 0 0 159 169 172 176 176 0 0 0


Call Centre - June 2019 (EClaims Business)







Call Centre - {xxx} 2019 (NICORE Business)







June
Calls Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th 31st TOTAL 
Calls Offerred 0 0 0 0 0 0 0 0 0 3 0 0 0 0 0 1 3 3 9 3 0 22
Calls Handled 0 0 0 0 0 0 0 0 0 3 0 0 0 0 0 1 3 3 9 3 0 22


E-mails Received 


Date 1st 2nd 3rd 4th 5th 6th 7th 8th 9th 10th 11th 12th 13th 14th 15th 16th 17th 18th 19th 20th 21st 22nd 23rd 24th 25th 26th 27th 28th 29th 30th 31st TOTAL 
TOTAL 0 0 3 3 4 0 0 0 0 0 5 0 4 5 0 0 0 0 3 2 2 0 0 9 4 9 20 36 0 0 0 109
User 1 1 1 0 0 0 4 0 2 0 0 0 3 1 2 4 2 7 19 20 67
No. Unique Customers 1 1 1 0 0 0 4 0 2 0 0 0 2 1 2 3 1 5 12 11 46
Content Solutions/TSO 0 2 1 0 0 0 0 0 0 2 0 0 0 1 0 0 2 0 0 7 15
TFIS/MHCLG 2 0 2 0 0 0 1 0 2 3 0 0 0 0 0 5 0 2 1 9 27
TOTAL 0 0 3 3 4 0 0 0 0 0 5 0 4 5 0 0 0 0 3 2 2 0 0 9 4 9 20 36 0 0 0 109
CATEGORIES 
New Account Request 2 1 1 2 2 5 2 15
Username Enquiry 0
NIS Referral 0
FPD Query 0
System Issues (exc. unhandled error) 0
Unhandled Error 0
Family/Individual ID Validation 0
Payment Claims Query 1 2 1 1 2 7 7 21
Log-in issue 1 1 1 3 1 2 1 3 7 11 31
Dashboard Queries 0
Feedback 0
Institution Updates 0
GDPR Queries 0
TOTAL 0 0 1 1 1 0 0 0 0 0 4 0 2 0 0 0 0 0 3 1 2 0 0 4 2 7 19 20 0 0 0 67


Outstanding figure 
In Progress < 1 Working day 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2 2
In Progress > 1 Working day 4 4 4 4 4 4 4 4 4 6 6 6 6 6 7 7 8 8 5 5
NEW < 1 working day 1 3 1 4 0 0 2 2 0 0 0 0 0 1 0 3 1 5 6 5
NEW > 1 working day 0 1 0 0 0 0 0 0 2 0 0 0 0 0 0 0 0 0 1 0
Total Outstanding 0 0 5 8 5 8 4 0 0 4 6 6 6 6 0 0 6 6 6 7 7 0 0 10 9 13 14 12 0 0 0


Call Centre - June 2019 (TFAM Business)







Call Definitions


CORE 
Category Definition * Will get this updated in collaboration with Gary and Chuk
Manual Validation When a user needs their logs manually validated – rent to high, Postcode not valid
Dropping Logs When a user requests that a saved/invalid Log be deleted (dropped)


Reporting Queries
When users are having difficulty downloading submitted logs –missing logs, no drop down to 
select, where to download


Log Queries Can’t find a log  or unable to download log
Management Groups/Schemes User is wanting to add a new scheme/management group
System Issues Website is down


Data Submission Queries
User not sure if log needs to be entered, or the correct category/form to use e.g. affordable rent 
or social rent


eCORE User requests Lettings/Sales Form or templates to be sent
User Management Add data providers/coordinators- linking users-logging in issues-setting up a DPO
Feedback Any feedback regarding website or helpdesk experience
Institution Updates New institution setup – merging of institution
Data Protection Queries GDPR queries/ Data sharing agreement


Delta
Category Definition * Will get this updated in collaboration with Jeremy


EClaims
Category Definition * Will get this updated in collaboration with Sharon


NICORE 
Category Definition * Will get this updated in collaboration with Sharon


TFIS
Category Definition * Will get this updated in collaboration with Simon and Alima







Definition


Complete Failure of Service(s).  


Application(s) or Infrastructure 
affecting individual or multiple sites, 
or complete loss of site(s) or 
impending impact on Williams Lea’s 


P2


An incident which causes the 
performance or functionality of an 
application/service to be significantly 
degraded.


Within Four (4) Business Hours Within eight (8) hours during Service 
Hours


P4
End user service requests such as 
request for information, assistance or 
service extension.


Within Eight (8) Business Hours Within five (5) Working Days


P3


An incident which does not materially 
affect the performance or functionality 
of the  application/service or for which 
a work around is/can be found or 
which the business can afford to do 
without until a permanent fix is found.


Within Eight (8) Business Hours Within Forty (40) Business Hours


Severity Initial Response Resolution


P1 Within one (1) hour during Service 
Hours


Within four (4) hours during Service 
Hours with WL working continuously 


until the fault is resolved







Datamart Helpdesk Calls - Totals by Financial Year
No of Calls Raised  Per Year


Application 2017-18 2018-19 2019-20 (so far)
CORE 24819 7480
Delta 14197 19134 4531
EClaims 3615 1268
NICORE 0
Troubled Families 452 219
Total 14197 48020 13498
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