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Freedom of Information Act 2000
 
I can confirm that the information requested is held by Betsi Cadwaladr University Health Board. I have detailed below the information that is being released to you.

Your request and our response:

1. Please provide the total number of full time equivalent (FTE) appointment booking staff within the Health Board?

Within the Patient Appointment Booking Centre (PABC) the establishment is 22.65 whole time equivalent (WTE) band 3 booking clerks, 1.80 WTE band 4 assistant manager and 1 WTE Band 6 PABC Manager.
2. Does the Health Board also have individual departments conducting their own appointment booking?

PABC team book most services except for Endoscopy, antenatal and Paediatrics. They have their own booking clerks
3. If the Health Board does have individual departments conducting their own appointment booking – which departments and how many FTE staff within each department book appointments for patients?

Please see the response for question 2.
4. What was the total number of appointments booked within the Health Board during the previous 12 months?
PABC have booked 370,749 outpatient appointments (with a lot of rework around hospital or patient cancellations) this is not including Inpatient/Day cases.
5. What was the staff turnover percentage within the appointment bookings team during the previous 12 months?

Approximately 33%
6. What was the staff turnover percentage within the Health Board during the previous 12 months?
As of February 2023, within the last 12 months the staff turnover rate is 8.6%.
7. What was the total number of inbound calls to the appointment bookings team during the previous 12 months?

107,484.00
8. What was the total number of inbound calls to the Health Board Switchboard during the previous 12 months?

1.4 million.
9. What was the total number of outbound calls from the appointment bookings team during the previous 12 months?

	Outbound calls
	Period 1st March 23 to 18th April 24

	Ysbyty Glan Clwyd (YGC) PABC*
	93,940

	Ysbyty Gwynedd (YG) PABC
	50,023

	Wrexham Maelor Hospital (WMH) PABC
	69,800

	Total
	213,763


* PABC – Patient Appointment Booking Centre
10. What was the total number of 'drop off' calls for the appointment bookings team during the previous 12 months?

	Abandoned calls
	Period 1st April 23 – 31st March 24

	YGC PABC
	23725

	YG PABC
	17643

	WMH PABC
	31021

	Total
	72,389


11. What was the average length of call for the appointment bookings team during the previous 12 months?

5 minutes. 
12. What telephone system does the appointment bookings team utilise?

Cisco finesse.
13. What was the average number of days absence within the Health Board’s appointment bookings team during the previous 12 months?

14. 25 days per year is the average number of days lost. 

15. What was the average percentage rate of absence within the Health Board during the previous 12 months?
As of the 29th of February 2023, the average percentage of absence within the last 12 months is 5.88%.
  
  

