Data Specification for 1823 Service Requests and Performance Data format
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The dataset provides information of 1823 Service Requests and Performance Data in

JSON format
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Data type: Text
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No._of _calls_received

Number of calls received

Data type: Integer
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%_of _calls_answered_within_12

seconds

Percentage of calls answered within 12
seconds
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No._of non_voice

Written Contacts from Public
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®  No._of Apps-inbound Number of app received Data type: Integer
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®  No._of SMS Number of SMS received Data type: Integer
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Unique_page_view_1823_web | Utilisation of Online FAQs Data type: Integer
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Total number of page views of FAQs on 1823 website.
Note: Data prior to 4 Oct 2019 refers to the number of
visitors. Since the launch of the revamped 1823 website
on 4 Oct 2019, the unique page views have been
measured. From 1 August 2023, the measurement is
updated to the number of page views.
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Enquiries

® (Call

®  Email

® Fax

[ Apps

®  Chatbot

[ ) Voicebot

® SMS

Enquiry cases received through various
channels handled by 1823
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Web

Number of Web Form
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ServiceRequestORComplaints

® (all
®  Email
® Fax

® Apps

® Voicebot

° SMS

® Web

Service request or complaint cases
received through various channels

handled by 1823
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Number of Call
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Suggestions Suggestion cases received through various
channels handled by 1823
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® (Call Number of Call Data type: Integer
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®  Email Number of Email Data type: Integer
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® SMS Number of SMS Data type: Integer
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Compliments Compliment cases received through

various channels handled by 1823
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® Call

®  Email
[ Fax

® Apps
® SMS
® Web

Number of Call
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1st_time_resolution

Percentage that resolved by first time call
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Data type: text
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Cases_involving_more_than_1_d

epartment

Percentage that cases were involved in
more than 1 department
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Data type: text
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Case_assigned_to_departments_

within_3hours

Percentage that cases were assigned to
departments within 3 hours
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