












	

	Your ref: 	
Please Reply To: Senior Information Governance Officer
T 01924 306112
E:  freedomofinformation@wakefield.gov.uk 


Date: 02/07/2026


	

	

	

	

	

	


Transformation Directorate
Service Director: Emma Marshall
Wakefield One 
Burton St 
Wakefield 
WF1 3EB
Typetalk calls welcome
Contact: Senior Information Governance Officer
T 01924 306112
E: freedomofinformation@wakefield.gov.uk 
Typetalk calls welcome
From a textphone dial: 18001 0345 8 503 503
From a telephone dial: 18002 0345 8 503 503


Dear Requester,

FREEDOM OF INFORMATION ACT 2000- REQUEST FOR INFORMATION  
REF: FOI 607

I am writing in respect of your recent enquiry for information held by the Authority under the provisions of the Freedom of Information Act. 

Please find the response to your request below. 

Please provide the following information for the most recent 12-month period for which complete data is available. Please specify the period covered in your response. 

For the purpose of this request, please define a “citizen enquiry” as any inbound request for information, support, or service received from a member of the public via any channel, including but not limited to telephone, email, web forums, online portals, and social media. If your organisation uses a different term for such interactions (e.g. customer contacts, resident enquiries, service requests, or public enquiries), please provide the closest equivalent data held.  
 
Questions 
 
Q1. Total volume 
The total number of citizen enquiries received.  

· 115,149
 


Q2. First response time  
The mean average time taken to provide a first response to a citizen enquiry, measured from the time the enquiry is received to the time of first reply (please specify units, e.g. hours or days). 

· All customers are given an immediate digital response to an enquiry being created as soon as it is created. 
 
Q3. Resolution time  
The mean average time taken to fully resolve a citizen enquiry, measured from receipt to closure (please specify units).  

· We would be unable to provide this information as different enquiry types have differing levels of SLA (Service Level Agreement/Targets). 
 
Q4. Enquiries resolved  
The total number of citizen enquiries that were resolved.  

· 107,495
 
Q5. Unresolved/open enquiries  
The total number of citizen enquiries that remained open or unresolved at the end of the reporting period.  

· 7,654
 
Q6. First contact resolution  
The total number of citizen enquiries that were resolved at first contact (i.e. did not require any follow-up interaction).  

· 92,962 this is in the form of FAQs that are logged once information has been relayed to the customer. 
 
Q7. Channel breakdown 
The total number of citizen enquiries received via each of the following channels: telephone, email, web form/online portal, other (please specify)  

· App (Specific use only for elected members) – 1819, Email – 15772, Face to Face – 421, social media – 417, Member Enquiries (Direct from the back office team) – 36, Post – 29, Web – 43103, Phone - 53552
 
Q8. Service hours  
The standard operating hours for handling citizen enquiries, including whether any services are available outside of typical working hours (e.g. evenings, weekends).  

· Customer Services are available 24/7 (as is the self-service Portal unless under maintenance) however most other services will close out of hours with Street Scene, Highways and a number of other services offering an out of hours call out service in response to emergencies.
 

Q9: Longest wait time 
The longest recorded time taken to respond to a citizen enquiry during the reporting period (please specify units). 

· We would be unable to provide this information as different enquiry types have differing levels of SLA. 
 
Q10. Complaints  
The total number of formal complaints received relating to delays or handling of citizen enquiries.  

· 1215 (this number is included in the total volume (answer to Q1)


I trust that this information is satisfactory for your purposes, but please do not hesitate to contact me should you have any further queries regarding this matter.

If you are not satisfied with the way the Authority has handled your requests, you may ask for an internal review. To request a review please contact the Corporate Information Governance Team in writing to the below address or email freedomofinformation@wakefield.gov.uk and an internal review of your case will be arranged. 
 
Corporate Information Governance Team, 
Wakefield One, Wakefield,  
West Yorkshire  
WF1 2EB 



Yours faithfully, 

Information Governance Officer
Corporate Information Governance Team 
Legal and Governance
Wakefield Council
Tel: 01924 306112
E-mail: freedomofinformation@wakefield.gov.uk





image2.jpeg
www.wakefield.gov.uk

v/akefieldcouncil




image1.png
WOVkJHg_fOV"’OV




