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RECOMMENDATIONS:

1. That authorisation be given to pre programme the Civic Centre telephone system and confirm contingency arrangements with internal customers to enable a skeleton service to be provided. There is no additional cost to these arrangements 

2. That authorisation be given to install the necessary internal cabling and extension points to ensure a degree of service continuity, should the ACD system become faulty.

3.
That the ACD system is added to the disaster recovery arrangement with Bailey Telecom.



EXECUTIVE SUMMARY:

This report sets out the contingency measures required in order to ensure business continuity in the Customer Contact Centre in the event of a localised disaster (fire, flood etc)


BACKGROUND DOCUMENTS:  People Not Technology strategy document


CONTACT OFFICER:
Maura Brooks

TEL. NO. 
793 3992


WARD(S) TO WHICH REPORT RELATE(S)
None.


KEY COUNCIL POLICIES

Information Society and change agenda



Contingency Planning  (business continuity) in Customer Contact Centre.

1
Introduction/Background.
1.1
The Customer Contact Centre will, in time, provide a service delivery call handling function for all of the City Council services. As the City Council handles over 1.5 million calls per annum, and the Contact Centre is /will be the first point of contact for the majority of Salford citizens, it is essential that effective and robust contingency plans are in place to ensure business continuity in the event of a local disaster – e.g. fire, flood, theft. 

1.2
In tandem with this report, a range of other potential issues, including preventative / control measures to ensure business continuity, are being considered and will be reported in due course. These include:

· Enhancements to the building to minimise the physical risks to its fabric.

· Potential for teleworking to ensure continuity in the event of local transport problems /severe weather / third party industrial action.

1.3
This report examines the options available should the following events occur:

· Loss of premises through fire/flood/theft of equipment. 

· Failure of ACD telephone equipment due to technical problems.

· Total loss of ACD telephone equipment through fire/flood.

2
PROPOSED CONTROL MEASURES

Issue: Loss of Elmstead House through fire/flood/theft of equipment.

Partial Loss

2.1
In the event of partial loss, an immediate assessment, including advice from property management and health and safety would be undertaken to establish the potential level of disruption and to ascertain whether the service could be contained within another part of the building e.g. through hot-desking. This would enable the service to be maintained and easily controlled ‘on site’, with access to all facilities, particularly the ACD.

Total Loss

2.2
In the event of  Elmstead House being lost, then alternative accommodation would have to be found so that calls could still be handled. Through discussions with internal customers, two areas have been identified which could be utilised on a temporary basis.  These are in:

· Crompton House (Environmental Services training section) and 

· The Phase 3 building (Revenues and Benefits group), 

2.3 These locations have an adequate number of networked PC’s and telephones that could be assigned to the temporary service. The Civic Centre telephone system can be pre programmed so that incoming telephone calls can be quickly re-routed to these locations.

2.4
As other services are integrated within the Customer Contact Centre, similar measures will be considered for them.

2.5
This service would be more limited in nature, since it would not have ACD functionality, nor the flexibility of staff to readily switch between services in response to demand. If the service is severely compromised, other measures would have to be invoked, including:

· Local publicity to inform customers of the limited service.

· Possible deployment of staff to counter facilities if there is a surge in demand resulting from lack of telephone contact.

2.6
It is recommended that in the event of severe disruption a local emergency management team is convened and meets regularly (initially, on a daily basis) for the duration of the disruption. This would be Chaired by the Director of Corporate Services and consist of representatives from

· Customer Services

· Development Services

· Directorate (internal customer) Representatives affected by the disruption

· IT Services 

Issue:
Failure of ACD Telephone equipment due to technical problems.

2.7
Technical failure of telephone systems are usually categorised as major or minor faults. A major fault would usually result in partial or total loss of the system, and a minor fault might affect one or a small number of extensions. The ACD telephone system is covered against technical failure by a maintenance agreement with the suppliers of the equipment. This company must respond to a major fault within 4 hours, and a minor fault within 8 hours. However no precise estimate can be placed against how long a fault might take to be resolved, since this depends on it’s severity. 

2.8
To minimise disruption in the event of a major fault on The ACD system, and ensure some continuity of service, it is recommended that a total of 20 telephone extension points from the main Civic Centre telephone system be installed and evenly distributed throughout the Contact Centre.  This would enable calls to be re routed to these extensions and a skeleton service to be maintained whilst the fault is being rectified. 

2.9
The link cable that provides telephone services to Elmstead House does not have the spare capacity that is required for either the contingency measures outlined here and expansion to the service, which is planned in the Spring / Summer. 

2.10
The cost of installing a new link cable, and cabling of 20 extension points, would be £4500.

Issue:
Loss of ACD equipment due to fire/flood.

2.11
The Civic Centre telephone system is still the hub to the Central Telephone Network. Loss of this system, would cause the City massive problems, and a range of disaster recovery arrangements are already in place.  In the event of the Civic Centre telephone system failing, the current supplier (Bailey Telecom) would supply a scaled down telephone system that would maintain partial telephony services at pre defined key telephone extension points throughout the Civic Centre campus.  

2.12
The ACD system is located in the same equipment room as the Civic Centre telephone system, therefore any disaster situation that might affect the Civic system would almost certainly affect the ACD system as well. Although the disaster recovery system is only a basic telephone system and does not have ACD functionality, it could be expanded and extended into the Contact  Centre allowing a reasonable service to continue in a disaster situation. Extending this agreement to allow this would cost £250 per year.

3
Conclusion/Recommendations.

3.1
As The Contact Centre evolves, and further services are added to it then it becomes of ever increasing strategic importance to the City Council and the way in which it provides it’s services. It is therefore essential that robust measures are in place to handle potential service disruption.

3.2
It is recommended that :

· Authorisation be given to pre programme the Civic Centre telephone system and confirm contingency arrangements with internal customers to enable a skeleton service to be provided. There is no additional cost to these arrangements                                                     

·  Authorisation be given to install another link cable, and extension points to ensure a degree of service continuity, should the ACD system become faulty.

· The ACD system is added to the disaster recovery arrangement with Bailey Telecom.


PAGE  
5
C:\mydocumentsd\d\isid\progress reports\progNOV).doc


