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Confidential Outbound Activity 1

Total Mar 15 Apr 15 May 15 Jun 15 Jul 15 Aug 15 Sep 15 Oct 15 Nov 15 Dec 15 Jan 16 Feb 16 Mar 16

New Data 4,350,539 451,962 378,713 347,249 422,921 407,111 333,808 372,301 352,347 363,220 349,800 314,474 347,732 360,863
Number of Dials 8,373,505 1,013,820 799,599 658,427 786,493 727,511 658,907 688,960 744,909 611,106 660,734 468,588 677,257 891,014
Number of Connects 2,570,836 312,011 274,664 231,117 267,060 249,153 224,209 231,200 228,085 171,733 167,917 124,324 176,715 224,659
% of Connects 30.7% 30 8% 34.4% 35.1% 34.0% 34.2% 34.0% 33.6% 30.6% 28.1% 25.4% 26.5% 26.1% 25 2%
Human Connects 1,480,012 176,436 150,520 123,893 145,021 137,596 119,371 129,615 130,291 104,613 102,968 80,462 113,460 142,202
Human Connects % 17.8% 18.1% 18 8% 18.8% 18.7% 18.9% 18.1% 18.8% 17.7% 17.2% 15.9% 17.2% 16 8% 16 2%
Abandoned Calls 51,657 5,625 4,960 4,273 5,197 4,636 4,659 4,846 4,842 3,722 3,773 2,506 3,777 4,466
Abandon Rate 2.0% 1.8% 1.8% 1.8% 1.9% 1.9% 2.1% 2.1% 2.1% 2 2% 2 2% 2.0% 2.1% 2.0%
Effective Calls 874,745 108,155 88,846 72,482 85,605 83,542 66,567 74,551 74,519 61,929 59,328 50,422 69,883 87,071
% Effective Calls 59.1% 61 3% 59 0% 58 5% 59 0% 60.7% 55.8% 57.5% 57.2% 59.2% 57.6% 62.7% 61.6% 61 2%
DMC Calls 1,223,511 142,051 122,459 101,987 117,371 110,284 99,176 107,541 107,889 86,663 85,685 67,224 96,234 120,998
% DMC Calls 47.6% 45 5% 44.6% 44.1% 43.9% 44.3% 44.2% 46.5% 47.3% 50.5% 51.0% 54.1% 54 5% 53 9%
Sales (Positive Outcomes) 176,162 22,281 18,368 14,665 17,208 17,082 13,508 14,703 14,659 12,742 11,985 10,459 13,845 16,938
% Sales (Positive Outcomes) 14.4% 15.7% 15 0% 14.4% 14.7% 15.5% 13.6% 13.7% 13.6% 14.7% 14.0% 15.6% 14.4% 14 0%

New Data 1,446,384 176,387 130,711 115,563 154,924 153,444 120,923 150,162 125,139 122,965 86,288 70,008 111,256 105,001
Number of Dials 2,994,923 417,787 311,958 259,236 323,171 321,480 195,203 224,708 239,385 198,362 224,961 183,403 215,826 297,230
Number of Connects 715,803 98,364 76,214 60,643 76,141 77,906 48,009 55,927 58,880 52,372 48,509 41,163 51,977 68,062
% of Connects 23.9% 23 5% 24.4% 23.4% 23.6% 24.2% 24.6% 24.9% 24.6% 26.4% 21.6% 22.4% 24.1% 22 9%
Human Connects 489,120 68,222 53,445 41,502 51,423 53,379 34,894 40,305 40,178 33,024 31,352 27,483 36,099 46,036
Human Connects % 16.5% 16.4% 17.1% 16 0% 16.1% 16.6% 17.9% 17.9% 17.1% 16.8% 14.2% 15.6% 16.7% 15 8%
Abandoned Calls 6,249 304 307 342 548 506 398 538 627 635 604 424 637 683
Abandon Rate 0.9% 0.3% 0.4% 0.6% 0.7% 0.6% 0.8% 1.0% 1.1% 1 2% 1 2% 1 0% 1.2% 1.0%
Effective Calls 415,782 57,681 44,868 35,187 43,411 45,308 29,061 33,584 33,671 27,948 26,138 23,615 31,679 41,312
% Effective Calls 85.0% 84 5% 84 0% 84.8% 84.4% 84.9% 83.3% 83.3% 83.8% 84.6% 83.4% 85 9% 87 8% 89.7%
DMC Calls 290,007 39,796 30,872 24,530 29,528 31,003 19,680 23,325 23,624 19,206 18,089 17,036 22,922 30,192
% DMC Calls 40.5% 40 5% 40.5% 40.4% 38.8% 39.8% 41.0% 41.7% 40.1% 36.7% 37 3% 41.4% 44.1% 44.4%
Sales (Positive Outcomes) 104,888 14,162 11,585 8,746 10,933 11,273 7,812 8,520 8,337 6,916 6,550 6,168 7,884 10,164
% Sales (Positive Outcomes) 36.2% 35.6% 37 5% 35.7% 37 0% 36.4% 39.7% 36.5% 35.3% 36.0% 36.2% 36.2% 34.4% 33.7%

New Data 2,904,155 275,575 248,002 231,686 267,997 253,667 212,885 222,139 227,208 240,255 263,512 244,466 236,476 255,862
Number of Dials 5,378,582 596,033 487,641 399,191 463,322 406,031 463,704 464,252 505,524 412,744 435,773 285,185 461,431 593,784
Number of Connects 1,855,033 213,647 198,450 170,474 190,919 171,247 176,200 175,273 169,205 119,361 119,408 83,161 124,738 156,597
% of Connects 34.5% 35 8% 40.7% 42.7% 41.2% 42.2% 38.0% 37.8% 33.5% 28.9% 27.4% 29.2% 27 0% 26.4%
Human Connects 990,892 108,214 97,075 82,391 93,598 84,217 84,477 89,310 90,113 71,589 71,616 52,979 77,361 96,166
Human Connects % 18.9% 20 2% 20.1% 20.6% 21.0% 20.7% 18.3% 19.4% 18.4% 18.0% 17.1% 18.6% 17 5% 17 0%
Abandoned Calls 45,408 5,321 4,653 3,931 4,649 4,130 4,261 4,308 4,215 3,087 3,169 2,082 3,140 3,783
Abandon Rate 2.4% 2.5% 2.3% 2.3% 2.4% 2.4% 2.4% 2.5% 2.5% 2.6% 2.7% 2 5% 2 5% 2.4%
Effective Calls 458,963 50,474 43,978 37,295 42,194 38,234 37,506 40,967 40,848 33,981 33,190 26,807 38,204 45,759
% Effective Calls 46.3% 46.6% 45 3% 45 3% 45.1% 45.4% 44.4% 45.9% 45.3% 47.5% 46.3% 50.6% 49.4% 47.6%
DMC Calls 933,504 102,255 91,587 77,457 87,843 79,281 79,496 84,216 84,265 67,457 67,596 50,188 73,312 90,806
% DMC Calls 50.3% 47 9% 46 2% 45.4% 46.0% 46.3% 45.1% 48.0% 49.8% 56.5% 56.6% 60.4% 58 8% 58 0%
Sales (Positive Outcomes) 71,274 8,119 6,783 5,919 6,275 5,809 5,696 6,183 6,322 5,826 5,435 4,291 5,961 6,774
% Sales (Positive Outcomes) 7.6% 7.9% 7.4% 7.6% 7.1% 7.3% 7.2% 7 3% 7 5% 8.6% 8 0% 8.5% 8.1% 7.5%

Dialler Calling 

Combined 

Darwen 

Preston 

Note: Preston Dialler Data is only available for these metrics from February 15 onwards 



Confidential Outbound Activity 2

Total

Darwen

Change of Address 204 70 0.1% 27 0.1% 28 0.1% 20 0.0% 17 0.0% 16 0.1% 8 0.0% 12 0.0% 12 0.0% 10 0.0% 7 0.0% 25 0.1% 22 0.1%
Paid Claim 3,051 652 1.1% 293 0.7% 229 0.7% 281 0.6% 239 0.5% 168 0.6% 241 0.7% 243 0.7% 223 0.8% 209 0.8% 198 0.8% 304 1.0% 423 1.0%
No Set 14,115 1,522 2.6% 1,310 2.9% 1,169 3.3% 1,414 3.3% 1,580 3.5% 931 3.2% 1,066 3.2% 1,343 4.0% 1,006 3.6% 934 3.6% 831 3.5% 1,131 3.6% 1,400 3.4%
Promise to Pay 28,715 4,574 7.9% 2,614 5.8% 1,846 5.2% 2,514 5.8% 2,520 5.6% 1,712 5.9% 2,349 7.0% 2,342 7.0% 2,234 8.0% 2,138 8.2% 2,048 8.7% 2,834 8.9% 3,564 8.6%
BACS Payment 0 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0%
Over 75 No Details 5 1 0.0% 1 0.0% 1 0.0% 1 0.0% 0 0.0% 1 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 1 0.0%
Paid Claim-Cust Confirmed 8,047 2,262 3.9% 1,276 2.8% 779 2.2% 1,201 2.8% 1,023 2.3% 756 2.6% 976 2.9% 809 2.4% 699 2.5% 56 0.2% 76 0.3% 135 0.4% 261 0.6%
Gone Away 49,694 3,312 5.7% 4,579 10.2% 3,742 10.6% 4,193 9.7% 5,318 11.7% 3,624 12.5% 4,851 14.4% 5,540 16.5% 3,526 12.6% 3,459 13.2% 2,653 11.2% 3,451 10.9% 4,758 11.5%
Paid on File 29,983 5,560 9.6% 3,304 7.4% 3,010 8.6% 3,296 7.6% 3,646 8.0% 2,037 7.0% 2,209 6.6% 1,882 5.6% 1,680 6.0% 1,749 6.7% 1,689 7.2% 2,421 7.6% 3,060 7.4%
Deceased 16 5 0.0% 2 0.0% 1 0.0% 3 0.0% 3 0.0% 0 0.0% 2 0.0% 1 0.0% 2 0.0% 0 0.0% 2 0.0% 0 0.0% 0 0.0%
Change of Payment Date 103 28 0.0% 14 0.0% 14 0.0% 22 0.1% 10 0.0% 8 0.0% 10 0.0% 7 0.0% 10 0.0% 1 0.0% 2 0.0% 5 0.0% 0 0.0%
Wrong Number 34,568 3,830 6.6% 3,716 8.3% 2,939 8.4% 3,643 8.4% 3,664 8.1% 2,586 8.9% 2,666 7.9% 2,748 8.2% 2,361 8.4% 2,239 8.6% 2,036 8.6% 2,721 8.6% 3,249 7.9%
Customer Hang Up 32,066 5,367 9.3% 4,116 9.2% 3,697 10.5% 4,193 9.7% 3,843 8.5% 1,703 5.9% 1,763 5.2% 1,773 5.3% 1,618 5.8% 1,419 5.4% 1,708 7.2% 2,367 7.5% 3,866 9.4%
Refused to Comment/Pay 25,801 3,225 5.6% 2,424 5.4% 1,762 5.0% 2,095 4.8% 2,223 4.9% 1,390 4.8% 1,839 5.5% 1,883 5.6% 1,746 6.2% 2,069 7.9% 2,067 8.8% 2,920 9.2% 3,383 8.2%
Agent Owned Recall 81 33 0.1% 11 0.0% 8 0.0% 7 0.0% 10 0.0% 17 0.1% 4 0.0% 10 0.0% 5 0.0% 1 0.0% 1 0.0% 5 0.0% 2 0.0%
Recalls 91,126 14,022 24.3% 10,269 22.9% 7,710 21.9% 10,233 23.6% 10,631 23.5% 6,778 23.3% 7,589 22.6% 7,289 21.6% 6,376 22.8% 5,809 22.2% 4,542 19.2% 6,031 19.0% 7,869 19.0%

Darwen Total 317,575 44,463 77.1% 33,956 75.7% 26,935 76.5% 33,116 76.3% 34,727 76.6% 21,727 74.8% 25,573 76.1% 25,882 76.9% 21,498 76.9% 20,093 76.9% 17,860 75.6% 24,350 76.9% 31,858 77.1%

Preston

Right Party-Promise To Pay 387,689 42,355 83.9% 37,195 84.6% 31,376 84.1% 35,919 85.1% 32,425 84.8% 31,810 84.8% 34,784 84.9% 34,526 84.5% 28,155 82.9% 27,755 83.6% 22,516 84.0% 32,243 84.4% 38,985 85.2%

Total Effective Outcomes 705,264 86,818 80.3% 71,151 80.1% 58,311 80.4% 69,035 80.6% 67,152 80.4% 53,537 80.4% 60,357 81.0% 60,408 81.1% 49,653 80.2% 47,848 80.6% 40,376 80.1% 56,593 81.0% 70,843 81.4%

Darwen

Direct Debit Sales 35,787 4,132 3.8% 4,231 4.8% 3,238 4.5% 3,891 4.5% 4,317 5.2% 2,846 4.3% 2,305 3.1% 2,671 3.6% 1,952 3.2% 2,146 3.6% 2,441 4.8% 2,518 3.6% 3,231 7.8%
Initial Payment Direct Debit 3,699 513 0.5% 354 0.4% 367 0.5% 400 0.5% 359 0.4% 277 0.4% 273 0.4% 335 0.4% 263 0.4% 275 0.5% 151 0.3% 254 0.4% 391 0.9%
Unpaid Amount 13,810 2,656 2.5% 2,041 2.3% 1,125 1.6% 1,611 1.9% 1,749 2.1% 1,138 1.7% 1,376 1.8% 1,195 1.6% 972 1.6% 578 1.0% 611 1.2% 655 0.9% 759 1.8%
Debit Card Sales 15,196 2,095 1.9% 1,068 1.2% 863 1.2% 1,101 1.3% 1,190 1.4% 809 1.2% 1,234 1.7% 1,262 1.7% 1,273 2.1% 1,159 2.0% 929 1.8% 1,903 2.7% 2,405 5.8%
Credit Card Sales 2,705 496 0.5% 327 0.4% 140 0.2% 285 0.3% 283 0.3% 147 0.2% 209 0.3% 165 0.2% 176 0.3% 224 0.4% 169 0.3% 280 0.4% 300 0.7%
Over 75 Registration 1,935 305 0.3% 171 0.2% 103 0.1% 225 0.3% 236 0.3% 111 0.2% 259 0.3% 90 0.1% 79 0.1% 199 0.3% 83 0.2% 140 0.2% 239 0.6%
Over 75 Short Term Licence 1,518 212 0.2% 88 0.1% 54 0.1% 182 0.2% 92 0.1% 68 0.1% 239 0.3% 70 0.1% 60 0.1% 236 0.4% 69 0.1% 80 0.1% 280 0.7%
TVL Payment Card 23,557 2,809 2.6% 2,632 3.0% 2,362 3.3% 2,600 3.0% 2,355 2.8% 1,938 2.9% 2,116 2.8% 2,001 2.7% 1,675 2.7% 1,228 2.1% 1,302 2.6% 1,499 2.1% 1,849 4.5%

Darwen Total 98,207 14,162 22.9% 11,585 24.3% 8,746 23.5% 10,933 23.7% 11,273 23.4% 7,812 25.2% 8,520 23.9% 8,337 23.1% 6,916 23.1% 6,550 23.1% 6,168 24.4% 7,884 23.1% 10,164 22.9%

Preston

Card Payment 71,274 8,119 16.1% 6,783 15.4% 5,919 15.9% 6,275 14.9% 5,809 15.2% 5,696 15.2% 6,183 15.1% 6,322 15.5% 5,826 17.1% 5,435 16.4% 4,291 16.0% 5,961 15.6% 6,774 14.8%

Total Sales 176,162 22,281 19.7% 18,368 19.9% 14,665 19.6% 17,208 19.4% 17,082 19.6% 13,508 19.6% 14,703 19.0% 14,659 18.9% 12,742 19.8% 11,985 19.4% 10,459 19.9% 13,845 19.0% 16,938 18.6%

Darwen 415,782 57,681 53.3% 44,868 50.5% 35,187 48.5% 43,411 50.7% 45,308 54.2% 29,061 43.7% 33,584 45.0% 33,671 45.2% 27,948 45.1% 26,138 44.1% 23,615 46.8% 31,679 45.3% 41,312 47.4%
Preston 458,963 50,474 46.7% 43,978 49.5% 37,295 51.5% 42,194 49.3% 38,234 45.8% 37,506 56.3% 40,967 55.0% 40,848 54.8% 33,981 54.9% 33,190 55.9% 26,807 53.2% 38,204 54.7% 45,759 52.6%

Total Effective Calls 874,745 108,155 100.0% 88,846 100.0% 72,482 100.0% 85,605 100.0% 83,542 100.0% 66,567 100.0% 74,551 100.0% 74,519 100.0% 61,929 100.0% 59,328 100.0% 50,422 100.0% 69,883 100.0% 87,071 100.0%

1471 Sales 6,681 944 0.0% 673 0.0% 494 0.0% 638 0.0% 692 0.0% 478 0.0% 509 0.0% 548 0.0% 466 0.0% 505 0.0% 413 0.0% 555 0.0% 710 0.0%
1471 Change of Address 741 98 0.0% 71 0.0% 71 0.0% 82 0.0% 83 0.0% 62 0.0% 53 0.0% 62 0.0% 58 0.0% 52 0.0% 47 0.0% 49 0.0% 51 0.0%
Total 7,422 1,042 0.0% 744 0.0% 565 0.0% 720 0.0% 775 0.0% 540 0.0% 562 0.0% 610 0.0% 524 0.0% 557 0.0% 460 0.0% 604 0.0% 761 0.0%

Mar 16Sep 15 Oct 15 Nov 15 Dec 15 Jan 16 Feb 16Aug 15Mar 15 Apr 15 May 15 Jun 15 Jul 15

TVL Dialler Calling Effective Outcomes - 13 Month Summary 

Effective Outcomes 

Sales (Positive Outcomes) 

1471 Contacts 

Effective Calls 

Note: Preston Dialler Data is only available for these metrics from February 15 onwards 









Confidential Outbound Activity 6

Mar 15 Apr 15 May 15 Jun 15 Jul 15 Aug 15 Sep 15 Oct 15 Nov 15 Dec 15 Jan 16 Feb 16 Mar 16

Licences 78,879         94,421         92,084         89,185         88,760         88,582         101,557      100,082      79,995         97,899         94,138         95,889         85,660         
New Schedules 53,661         53,451         52,778         51,185         52,330         52,201         53,641         50,590         48,241         46,511         53,722         47,593         51,232         
Cancellation 11,802         10,924         10,448         11,443         11,621         10,438         11,405         10,983         9,892           7,916           9,933           10,273         10,745         
Other Letters 1,868           1,528           1,341           1,774           1,594           1,365           1,618           1,379           1,480           1,186           1,690           1,558           1,342           

TOTAL 146,210      160,324      156,651      153,587      154,305      152,586      168,221      163,034      139,608      153,512      159,483      155,313      148,979      

Total Cash Schemes Arrears Mail Out 469,945      455,973      470,264      470,450      480,674      480,759      469,065      459,223      464,032      493,107      515,269      423,616      485,116      
Overall Total Mail Out 616,155      616,297      626,915      624,037      634,979      633,345      637,286      622,257      603,640      646,619      674,752      578,929      634,095      

 % No Arrears 6.55% 5.76% 8.89% 6.92% 7.10% 7.62% 6.96% 8.71% 8.32% 7.31% 8.05% 8.92% 9.21%
 % Paid 5.56% 4.61% 5.23% 2.25% 2 80% 2.73% 2.61% 4.64% 3.61% 3.69% 3.81% 4.23% 4.45%

SIA % No Arrears 22.43% 21.75% 20.98% 18.56% 19.08% 19.26% 19.33% 24.93% 23.67% 22.67% 23.78% 24.81% 25.92%
SIA % Paid 13 96% 14.38% 11.91% 9.23% 9 86% 9.85% 9.29% 13.88% 12.91% 11.12% 12.98% 12.63% 12.36%

Letter Success Month on Month Comparison Overview 

Monthly Average 

Other Letter Types 




