REPORT OF CUSTOMER SERVICES DIVISION

1
INTRODUCTION

1.1
This report outlines proposals for the Call Centre service, which is scheduled for go-live in Elmstead House on 2 October, and seeks approval for the initial service delivery requirements.

2
RECCOMMENDATIONS

· That the initial opening times be endorsed.

· That  subject to operational capacity to respond to demand, the service be fully operational by 1 November

3
BACKGROUND

3.1
Members will recall a recent report which was submitted to Cabinet / Council relating to the organisational structure for the Customer Service Division.  Recruitment was successfully completed on 20 September and all candidates have since verbally accepted offers of appointment.  An outline organisational structure is enclosed.

3.2
There will be a period of intensive work and consolidation over the next four weeks. This includes:

	TRAINING


	Analysis of staff skills and training indicates that there will be a period of intensive training. This includes plans to deliver:

· Telephone skills techniques (interviewing etc)

· Technical telephone training (using headsets / logging on etc)

· Council Tax and Benefits training (including cross skills training for staff)

· Training on various software packages (Outlook etc)

	IT DEVELOPMENT
	A programme of IT development is scheduled.  This includes

· On line access to forms (about 10 forms)

· Changes to screens on the legacy system

	PROCESS MAPPING / REFERRAL PROTOCOLS
	BPR work to develop, QA and finalise referral protocols between ‘front and ‘back’ office is required (and is ideally tested in a live or model office environment)




4
SERVICE AVAILABILITY

4.1 In order to enable this to be delivered over the next four weeks, it is proposed to have the following hours of availability for the Revenues and Benefits service. Environmental Services call service hours will continue to be available they are now 

(8:00 a.m. –5:00 p.m.).

	2 October;  10:00 a.m. – 2:30 p.m. 


	(Handset training can only be delivered that morning, and staff are moving into a new building)

	3 October – 20 October; 

8:30 a.m. –2:30 p.m.
	After 2:30 p.m., the current ansaphone message will operate.  Payment requests will be dealt with Call Centre (Environmental Services) staff.

	23 October onwards
	8:30 a.m. – 4:30 p.m.


4.2
Following further evaluation, it is proposed to assess viability of opening the Revenues and Benefits from 8:00 a.m. – 5:00 p.m.

5
MANAGEMENT OF CALLS THROUGH THE ACD

5.1
Delivery of the new Call Centre services will now open 50 channels through the ACD.  As the ACD has the capacity to queue calls, it will mean that abandonment rates will reduce, and at the same time response rates in the call centre should be higher than present delivery methods.  (As an example of this, without the ACD (and will the same number of staff) Environmental Services response rate was around 40%.  In the same conditions with the ACD, the response rate increased to in excess of 70%, as more customers were queued until a representative was free).

5.2
However, in order to avoid unmanageable queue lengths, and potential complaints from customers (who will be paying for the call whilst in the queue), it is proposed to set the ACD, so that no more than 15 calls are queued at any one time.  If there are greater than 15 calls queued, customers will hear the engaged tone.

6
FUTURE CALL MANAGEMENT

6.1
For the present, telephone numbers and calls will remain as they are now, in that they will be routed across the current network (from Turnpike House, or the Civic Centre switchboard depending on the call) and then through the ACD.  In due course (within 3 – 6 months) it is proposed that new telephone numbers will be advertised and routed directly through the Call Centre / ACD.  The timing of this will depend on:

· The service having reached ‘steady state’

· Cost effective advertising (time for changes to letterheads etc will also need to be impacted)

7
CONCLUSION

7.1
Development and implementation timescales for the Call Centre have been extremely challenging and demanding.  However, it is anticipated that go live will be successfully achieved by the deadline of 2 October.

7.2
A short period of consolidation is now required in order to enable the service to achieve a ‘steady state’, be fully accessible and offering quality delivery to our customers.  This is best achieved within a framework that enables successful management of staff moves / changes, staff training, IT developments and BPR outcomes.

7.3
You are asked to endorse the proposals in this report.
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