The information requested is detailed below:

Under section 17 of the Freedom of Information (Scotland) Act 2002, I must advise you that SQA does not hold some of the information you have requested. Where this is the case an explanation has been provided.

The average call wait times for your customer service phone lines are each year.
	01/04/2021 to 31/03/2022
	Information Not Available

	01/04/2022 to 31/03/2023
	Information Not Available

	01/04/2023 to 31/03/2024
	Information Not Available

	01/04/2024 to 31/03/2025
	Average answer time - 00:18 seconds

	01/04/2025 to 31/07/2025
	Average Answer time - 00:13 seconds


Reports only capture the last 2 years, for 23/24 this wasn’t a measurement we recorded, please note these figures apply to Customer Contact Centre and Business Development & Corporate Strategy lines only and do not include any other SQA external helpdesks.

The percentage of calls answered within your target time for each of those years.
	01/04/2021 to 31/03/2022
	Information Not Available

	01/04/2022 to 31/03/2023
	Information Not Available

	01/04/2023 to 31/03/2024 (from July2023)
	98%

	01/04/2024 to 31/03/2025
	99%

	01/04/2025 to 31/07/2025
	96%


Reports only capture the last 2 years, for 23/24 this was a measurement we recorded, please note we don’t have a target for wait times and figures apply to Customer Contact Centre and Business Development & Corporate Strategy lines only and do not include any other SQA external helpdesks.

The average response time for written correspondence (email, letter, or online submissions) in each of those years.
	01/04/2021 to 31/03/2022
	24 to 72 Hours (5-day SLA)

	01/04/2022 to 31/03/2023
	24 to 72 Hours (5-day SLA)

	01/04/2023 to 31/03/2024
	24 to 72 Hours (5-day SLA)

	01/04/2024 to 31/03/2025
	24 to 72 Hours (5-day SLA)

	01/04/2025 to 31/07/2025
	24 to 72 Hours (5-day SLA)


No report of breaches in service levels within Customer Service Team, communication is answered normally within 24 hours but can take up to 72 hours depending on volumes and complexity, this includes four mailboxes managed by Customer Service Team and any direct messaging via social media platforms. If a letter is received via the mailroom, the 5-day Service Level Agreement starts from when the letter is scanned and sent to Customer Service Team.

The percentage of correspondence responded to within the organisation’s target timeframe in each year.
	01/04/2021 to 31/03/2022
	100% within CST (5 day to 20-day SLA)

	01/04/2022 to 31/03/2023
	100% within CST (5 day to 20-day SLA)

	01/04/2023 to 31/03/2024
	100% within CST (5 day to 20-day SLA)

	01/04/2024 to 31/03/2025
	100% within CST (5 day to 20-day SLA)

	01/04/2025 to 31/07/2025
	100% within CST (5 day to 20-day SLA)


No report of breaches in service levels within Customer Service Team, communication is answered normally within 24 hours but can take up to 72 hours depending on volumes and complexity, if enquiry is deemed to be of a more complex nature, we extend the timescale to 20 days and advise the customer accordingly, this information is based on the four mailboxes managed and any social media posts assigned to Customer Service Team.

The number of formal complaints received relating to delays, unanswered calls, or poor customer service, broken down by year.
	01/04/2021 to 31/03/2022
	Information Not Available

	01/04/2022 to 31/03/2023
	Information Not Available

	01/04/2023 to 31/03/2024
	Information Not Available

	01/04/2024 to 31/03/2025
	Information Not Available

	01/04/2025 to 31/07/2025
	Information Not Available


This information is not held, as it does not include any notes of dissatisfaction with a service or anything that falls outside the scope of complaints as defined by the Scottish Public Services Ombudsman. Such matters are treated as enquiries rather than complaints and are therefore not recorded. As a result, they fall under the SLA of the relevant business area.

If held, the department’s official service level targets for customer interaction (e.g., target wait time, target response time) and whether those targets were met in each year.
	01/04/2021 to 31/03/2022
	5-day SLA for written 95% call SLA - Met

	01/04/2022 to 31/03/2023
	5-day SLA for written 95% call SLA - Met

	01/04/2023 to 31/03/2024
	5-day SLA for written 95% call SLA - Met

	01/04/2024 to 31/03/2025
	5-day SLA for written 95% call SLA - Met

	01/04/2025 to 31/07/2025
	5-day SLA for written 95% call SLA - Met


Targets have always been any written communication needs to be responded to within 5 working days, 20 days’ if deemed more complex in nature however a customer will be informed if this is the case. The calls service level agreement is that we answer 95% or more of calls into the team and a 5% or less abandon rate, these SLA’s have always been met, and we do not target wait times as the Interactive Voice Response is used as a signposting tool for customers, and we promote quality over quantity in our interactions.

