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gofalu am ein gilydd, cydweithio, gwella bob amser
 caring for each other, working together, always improving

	
    Rydym yn croesawu gohebiaeth yn y Gymraeg neu'r Saesneg. Atebir gohebiaeth Gymraeg yn y Gymraeg, ac ni fydd hyn yn arwain at oedi.  We welcome correspondence in Welsh or English. Welsh language correspondence will be replied to in Welsh, and this will not lead to a delay.
Cais Rhyddid Gwybodaeth / Freedom of Information request
Ein Cyf / Our Ref: 24-B-028 






You asked:
Can you please provide the following information:

	Freedom Of Information Request
	Response

	Total number of Full Time Equivalent appointment booking staff within the Health Board?
	53.65 

	Does the Health Board also have individual departments conducting their own appointment booking?
	Yes

	If the Health Board does have individual departments conducting their own appointment booking – which departments and how many Full Time Equivalent staff within each department book appointments for patients?
	The number of departments carrying out additional bookings may be extensive, and this task is not identifiable based on data held. We are therefore, unable to respond to this question.

	What was the total number of appointments booked within the Health Board during the previous 12 months?
	 773,483

	 
	

	What was the staff turnover percentage within the Appointment Bookings Team during the previous 12 months?
	19.6% 

	What was the staff turnover percentage within the Health Board during the previous 12 months
	10.52% 

	
	

	What was the total number of inbound calls to the Appointment Bookings Team during the previous 12 months?
	240,750

	What was the total number of inbound calls to the Health Board Switchboard during the previous 12 months?
	394,368 *


	What was the total number of outbound calls from the Appointment Bookings Team during the previous 12 months?
	113,822

	What was the total number of “drop off” calls for the appointment bookings team during the previous 12 months?
	64,867

	What was the average length of call for the Appointment Bookings Team during the previous 12 months?
	4:10 Minutes

	What telephone system does the Appointment Bookings Team utilise?
	Cisco

	 
	

	What was the average number of days absence within the Health Boards Appointment Bookings Team during the previous 12 months?
	40.43 days

	What was the average percentage rate of absence within the Health Board during the previous 12 months?
	 6.83%


 * Please note this is for 6 months, 01/10/23 – 01/04/2024 as a new system was installed and no  historical data was transferred.
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