
Service Objective 1st Quarter
2nd 

Quarter 3rd Quarter 4th Quarter YTD TOTAL % of goal Goal 
2016

CARIE LINE Metrics July -Sept.

2nd 
Quarter- 
Oct -Dec. Jan. -March April-June YTD TOTAL % of goal Goal 

number of callers 434 388 407 457 1,686 61.31% 2,750
number of problems 728 856 408 532 2,524 77.66% 3,250
number of problems resolved 112 328 242 378 440 N/A N/A
number of problems unable to resolve 45 29 2 7 83 N/A N/A
average amount of time spent on consumer  40 minutes 42 minutes 38 minutes 40 minutes N/A N/A N/A
number of presentations 34 22 8 17 81 108.00% 75
number reached through presentations 864 393 92 478 1,827 60.90% 3,000

OMBUDSMAN Metrics 1st Quarter
2nd 

Quarter 3rd Quarter 4th Quarter YTD TOTAL % of goal Goal 
number of calls 40 53 129 106 328 85.42% 384
number of cases 8 10 16 18 52 54.17% 96
number of problems 18 20 36 45 119 76.28% 156
number of visits 92 94 106 114 406 81.53% 498
number of visits last year 136 154 161 72 523 105.02% 498

SMP Metrics 1st Quarter
2nd 

Quarter 3rd Quarter 4th Quarter YTD TOTAL % of goal Goal 
number of calls 195 181 225 358 959 N/A N/A
number of community events 83 73 56 95 307 614.00% 50
number reached through community events 2,693 3,545 1,342 3,328 10,908 155.83% 7,000
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