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IAD30_6a.1 Percentage of customers who rated
counter fraud's timeliness as good or excellent.
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IA032_6a.3 Percentage of respondents who rated
counter fraud's communication as good or excellent.
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IAD33_6a.4 Percentage of respondents who rated
counter fraud staffs' attitude as good or excellent.
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IA034_6a.5 Percentage of respondents who rated the
professionalism of counter fraud as good or excellent.
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IAD35_6a.6 Percentage of customers who consider
they were treated Fairly by counter fraud.
100% 1 10096 1004 1009 1003
95% 1
Q0%
85% 1
. s ar BO% 1 ,
‘I:ﬁgz, Sggfsiviirf;:ts?g:r‘)f oot i i " Cumulative performance to end Q2, 2018/19
they were treated fairly b . | 7% 100% 100% |is 100%. 7 out of 7 responses were ranked as
cou¥1ter fraud y by | “rom| TO% either good or excellent.
65% 1

B0% -

B Quarters B Target (Quarkers)




DATA LABEL: PUBLIC

CFT PERFORMANCE INDICATORS APRIL 2018 TO SEPTEMBER 2018

APPENDIX 2

Current | Current
PI Code & Short Name Gauge Trend Chart Target Value Latest Notes
Percentage of customers who rated the overall quality
of the service provided by counter fraud as good or
excellent.
100%: 4
0% A
P:IA037_6a.7 Percentage T
of customers who rated the e B80% - Cumulative performance to end Q2, 2018/19
overall quality of the C &“”‘ 100% 100% |is 100%. 7 out of 7 responses were ranked as
service provided by counter e 1 either good or excellent.
i 70% -
fraud as good or excellent.
B0%: -
P P
.:3:& .7:',:g .TZD' af?fg .T:'i:g r}fb r}fg
B Quarters & Target (Quarters)
IAD38_6a.8 Percentage of respondents who rated the
information provided by counter fraud as good or
excellent.
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P:IAD39_6b.5 Percentage of fraud referrals assessed
and decided within 3 working days of receipt.
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P:IA040_9b.1a Average length of time (in weeks) to
issue draft fraud reports.
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IA043_9b.1a Average length of time (in weeks) to
commence fraud investigations
5 -

Over the previous 12 months, 43 counter
fraud referrals were accepted, 29
investigations (63.4%) commenced within the
two week target and the average length of
time to commence fraud investigations during
this period was 2.4 weeks.
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IA043_9b.1a Average :
length of time (in weeks) | 2 gS 3
to commence fraud —_

investigations 0 s Due to staff vacancy and recruitment as well
as other work being prioritised in line with
Counter Fraud Team resources, 14
investigations commenced after the two week
target.
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