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NON - FINANCIAL KPIS - INVESTIGATIONS AND ENQUIRIES

Complaints received
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To show the trend in complaints received on a monthly basis across the year.

Media Enquiries received
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Closure by settlement for notified complaints (year to date)
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To show the % of notified complaints closed through settlement between the parties.

% of complaints closed less than 6 months old

100 % ® % closed within 6 months @ % closed within 6 months target
80 —_———

60

40

20

OoCT NOV DEC JAN FEB MAR APR MAY JUN JUL AUG SEP

The apparent increase in the % is due to now including the fast resolve complaints whereas prior to July
we had only included the complaint files.
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NON-FINANCIAL KPIS - E-LEARNING AND COMPLIANCE

Completions as a % of registrations
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YTD Compliance issues that have been risk assessed

TOTAL NUMBER OF E-LEARNING COMPLETIONS BY MONTH
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YTD Serious Harm Files followed up with 10 days of risk assessment

— No risk assessment completed yet Number
of files 22

Risk assessment completed Number of files —/
244

Not followed up in 10 days Number of —
Files 20

\— Followed up in 10 days Number of Files
106

The 126 files shown here only represent those where follow up was due. 19 files were not due to be
followed up yet.
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