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EXECUTIVE SUMMARY
THE VISION

The City Council has a well-established strategy to Modernise Government through the effective use of ICT.  This is embodied in its Information Society strategy “People not Technology” which was endorsed as Council policy in March 1999.  It recognised that a holistic approach to delivery is essential if the benefits of e-government are to be realised.  For this reason, the strategy takes account of not only modernising local government services, but the need to combat social exclusion through the effective deployment of ICT, and to enhance the local economy through for example, upskilling those of employment age and helping SMEs gain competitive advantage.  A summary of the key messages is included below.
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Extract from People Not Technology
“The Information Society has arrived. It is impacting on all aspects of human activity. For the first time, information and communication technologies are being brought together and have the potential to significantly improve quality of life.” 

“The Information Society is a ‘people’ issue, not a ‘technology’ issue. It is about ensuring that local people in the community; local businesses; and employees are given the opportunity to harness its potential.”
“The Information Society strategy does not exist in a vacuum.  It seeks to add value to current City Council initiatives and to help integrate service delivery. Electronic government can improve services and reduce costs. It can achieve Best Value through delivery of high quality, joined-up services, and in embracing new ways of interacting with citizens.” 

It means doing things in radically new and different ways. Service delivery will be reengineered; there will be sharper democratic accountability with greater citizen participation. It emphasises that e-government is all about making the most of the new technologies to deliver, within the resources available, better quality and more accessible public services. All of this means that throughout the City Council there will be fundamental changes which puts people – their needs, expectations and wishes – first. 

This will present many challenges. It is a complex undertaking, involving many stakeholders. To bring about this level of change needs a commitment at the highest level, amongst Elected Members and officers. At all levels throughout the City Council a culture of innovation and learning is being encouraged and fostered. 

This report marks the significant steps taken toward achieving modern service delivery and access for all. It reiterates and develops the vision of the modern City Council that is setting out to achieve e-government.

We have taken significant strides forward since the strategy was launched. We have much to be proud of.  The quality of our innovative approach to change has helped us to secure Pathfinder status for Local Government On Line, where we will blaze a trail on the national stage.  More detail is set out later in this report. This annual report reflects on progress and successes in the last year.

IMPLEMENTING THE VISION

We recognised early on that the transition to E-Services was ambitious and complex. There were many initiatives, programmes, complex processes, and stakeholder conflicts, which could undermine the vision. To be fully effective, it would need to act as a catalyst for change, and deliver integrated solutions. A step change approach to implementation founded on a systematic re-engineering methodology developed in conjunction with partners was endorsed. The step change approach to implementation takes account of customer preferences relating to their access methods.  An overview of how the delivery channels link together is provided below.
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DEVELOPING AND DELIVERING A CALL (CONTACT) CENTRE



People want high quality services. They want public services to be accessible and more convenient than they experience today. They want those delivering services to listen more to those that use, or might in the future use, services and to make more effort to find out what they want. People want public services that reflect their lifestyles.  They want services which are easy to contact that respond quickly to their query, are easy to get in touch with from home or work, use modern means to deliver effective services and keep them informed of the services they provide.

People’s expectations of access to services have been transformed in recent years. This is not only accessing services over the Internet or via a call centre, but in other ways such as getting money from a cash machine, and being able to find out straight away about the availability of goods in shops and when new deliveries will arrive. These everyday experiences influence peoples expectations of public services. 

Those who deliver our services further enhance the ‘people’ perspective, and they are at the heart of our change programme.  They provide the direction and motivation that determines our success.  Customers define and shape their perception of the Council in terms of the way in which people behave or respond to them.  This is taken further by the degree of access – in the industrial sector customers would not expect to be in contact with the factory packer, yet in service delivery our staff become the ‘face’ and ‘voice’ of the Council.  It is therefore essential that they are involved in the changes and that they are provided with the tools and techniques to deliver a good service.

In determining our implementation plan it was recognised that we would have to pay close attention to these if we were to be successful.

DEVELOPING THE DELIVERY MODELS

In determining our step change to implementation a structured methodology was devised.  This is summarised below


The criteria used in evaluating potential Candidate Services included those Services which:

· According to Case studies, surveys or anecdotal evidence show that they represent high preference by customers for this service approach 

· Are predominantly Customer facing, in that there is significant public interaction involving Information Giving, Receiving and Problem Resolution

· Are capable of clear definition, and have a relatively simple Customer Contact lifecycle without significant dependence on Back Office function

· Would have a significant impact on liberating Back Office function to concentrate on more complex, non-routine activities

· Would deliver significant cost reductions or increase income generation by improving operational efficiency 

· Align with Best Value Review Programme to enable synergy 
· Are capable of relating with similar services from other Business areas, to enable common standards, greater integration, greater critical mass or support Services as life episodes
In determining the priority for the method of implementation (call centre, one stop shop, Internet) account was taken of


1
The need to map out new service delivery and manage it effectively, so that:
· The service could assess the benefits of the changes within a well-controlled environment

· The demands on the service could be monitored effectively

· Customer expectations could be met in a realistic way

2
Customer preferences for contact which showed that

· Enquiries by telephone generated the highest volume of contact (between 1.5 million and 2 million calls a year)

· The level of Internet access in the community was low

· Face to face contact was service specific, to move to a holistic service would take time to deliver 
WHERE WE STARTED FROM – A SUMMARY

	POSITION STATEMENT (March 2000)

· City Council telephone service volumes are large - estimate 1.5 – 2m calls annually.  
· Performance in some service areas is very poor
· Management of customer facing services is uncoordinated across the City Council, with the majority embedded within processes and Directorates.  
· Service delivery and performance is patchy
· There is little evidence of ‘buy in’ for change
· Performance and service information is fragmented, process maps that set out service delivery is not generally available

	REQUIREMENTS 

· Establish in-house delivery, split by types of service supported, but  under common management
· In house corporate call handling service scheduled for go live  2 October, to include Environmental Services and Revenues & Benefits
· Develop a single customer service division with a clear management structure, authority and accountability 
· Develop buy in for change,  ensure there is a common and agreed agenda and stick to it
· Set up a mechanism for mapping our service processes and integrate with HR and IT requirements for future delivery methods



Guiding principles for implementing modern access to services

· Improving access to better quality Services
· Improving Value for Money through greater operational efficiency and use of ICT, and more transparent performance management standards

· Developing stronger and more direct relationships with Customers being more sensitive to their needs and aspirations, with a better understanding of Customer preferences and priorities, to aid future Service planning
A Customer service Division was set up whose purpose was to

· Have greater focus on Customer Service, which would be its primary function

· Staff loyalties would be focussed on the customer.  They would be expected to act as customer champions, not primarily on the needs of the organisation

· Strengthen internal partnerships to ensure that a seamless service was delivered
It was agreed that Call (Contact) Centre delivery would therefore form the first priority for implementation.  Other transaction methods (Internet, face to face would shadow this implementation, since many of the access protocols would be similar).

HOW WE GOT THERE (AND THE LESSONS LEARNT)

A decision was taken to implement a corporate in house call handling function and to integrate other services starting with Environmental Services and Revenues & Benefits within 6 months (by October 2000).  This proved to be a challenging timescale involving:

· People – staff recruitment, training, extensive consultation with staff and Trades Unions

· Organisational development – achieving buy in for change, setting out the organisation and managerial structure

· Processes  - mapping out the processes between front and back office, researching telephone access, frequently asked questions, determining the service protocols. Forecasting volumes and demand and assessing the resource requirements

· Accommodation – specifying requirements, brokering access, determining physical security requirements, determining office design and functions 

· Systems – determining new system requirements and developments.  Evaluating offerings and purchase / procurement requirements

· Finance – determining the budgetary requirements 

· Bringing it all together within a coherent framework, developing contingencies, minimising risk and allowing for slippage.

To assist in delivery a project implementation was set up.  In addition, in July 2000, a five-year partnership with Salford University, Warwick Business School and Manchester Business School was also developed.  This is summarised below.  Further information about the methodology is set out in Appendix XX. 




They have developed tools and techniques to ensure that the change programme is effectively implemented. The partnership was set up in July 2000, to develop and deliver BPR tools and techniques, to assist the change programme, and undertake the analysis for e-service delivery, moving from traditional silos to an integrated customer- centred model underpinned by modern business processes and ICT facilities. Called SPRINT, the methodology and work programme is critical to planning, role analysis, and defining referral protocols, identifying resource requirements and future organisational design well as the actual implementation and management of change.  

LESSONS LEARNT

The project was completed on time and has been a considerable success since inception.  Like all projects, there were some difficult moments, and long hours worked to ensure that it met the various deadlines.  There are a number of valuable ‘lessons learnt’ from implementation and these are summarised at Appendix XX.  These have been incorporated into our future plans.

LIVE RUNNING – A PHENOMENAL SUCCESS

The first phase of the Corporate Contact Centre was launched operationally on 2 October, providing the following call handling services

	Revenues and Benefits
	Environmental Services

	· Billing enquiries

· Recovery enquiries

· Liability enquiries

· Discounts enquiries

· Exemption enquiries

· Landlord enquiries

· Single persons discount processing

· Arrangement for arrears processing

· Payment processing

· Benefit claim enquiries

· Report of changes in circumstances
	· Refuse collection

· Drainage

· Dog warden

· Street cleaning

· Graffiti

· Recycling

· Stolen / abandoned cars

· Trees / grass cutting

· Pest control

· Skip provision / enquiries


Housing benefit services were been integrated in April 2001 

In the short time since inception, there is evidence of significant benefits, which are summarised below

	ASPECT
	OUTCOMES

	Service

Service performance is outstripping previous levels, with improved productivity levels

Improved ability to cope with peaks in demand


	A comparison of pre and post go live performance levels is as follows

(JT to insert )
Narrative about ability to respond to Ctax billing and recent Env services demands without additional resources

	Technology

Some new technologies have included

ACD (AMM to briefly explain)

On line forms

CRM

Document Imaging

Further details of the technology and its benefits are explained in Chapter XX
	Improved control of the service, with significant management information now available through deployment of new technology

Most information available at the desktop, and contact centre almost entirely paperless

(Insert logos)

	Relationships with customers have improved

Monthly customer feedback sought through random sampling and structured interviews
	Customer  satisfaction rates of XX being reported.  Some comments from customers have included

“ Better than the Council”

“A very professional service”

JT to insert others



	Staff

Staff report greater satisfaction in new ways of working, through more focussed team working to deliver customer service.


	(85% staff satisfaction)

Some comments include

“Now look forward to coming into work”

Couldn’t go back to the old way of working”

JT to edit / expand

	External Interest

There is increasing interest and positive feedback from other local authorities relating to how the Contact Centre was developed.  

 Many have commented on the effective project management and extensive planning that was carried out prior to go-live, that ensured it was a success.


	Stockport MBC

“Our visit was the most informative we have made to any local authority.  It is clear that your vision and effective management have made it a success”

Bolton MBC

We didn’t realise there was so much planning needed to make it a reality  - we’ll be back”

West Lindsey DC

“You have made us feel depressed about how much there is to do”

Salford given Pathfinder status for “Local Government on Line” in recognition of its innovative approaches to implementation and to assist the local government family implement e-government


  THE NEXT STAGES
Due to the number of different delivery components coming together and uncertainty about our ability to cope with fluctuating demand, a decision was taken ensure a low key marketing profile until the service was in ‘steady state’.  Whilst there are still some unknowns, it is felt that there is potentially more gain to be made from marketing the facility more widely in the coming months, and this is now proposed.

The second component of this is to develop a strong identity so that managers, staff, and customers can identify what is being developed and help to shape the future service. The key rationale is to understand this market and then to help the market grow. There are many examples of this in the private sector behaving in this way: - 

· Prudential/Egg, 

· Co-operative Bank/Smile, 

· British Airways/Go. 
An excerpt from 'Electronic Govt. services in the 21st Century.'  explains the concept

“Companies like Egg have been developed by major private sector concerns (in this case, the Prudential) by building them as separate structures of the existing organisation. 
As Jonathan Bloomer, CEO of Prudential, said: ‘‘Egg would not have happened as it did if we had not made it a new entity.’’ 
Likewise, central and local governments who have been successful leaders of public sector ESD implementation have made organisational changes to deliver.

Transforming to reap the benefits of ESD

 Major organisations moving to deliver e-commerce have found that real benefits are realised only as the organisation embeds its e-commerce activities within the business and then transforms its business processes around e-commerce. This means that instead of delivering essentially the same services but 
through a new medium, the organisation uses the new technology to change its entire approach to doing business” 
It is proposed that the City Council Customer Services adopt this approach and is named

Salford Direct

(Need to discuss future rollout?  (Not normally part of an annual report  - in business context anyway)

PATHFINDER – SALFORD BLAZES THE TRAIL
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A Co-ordinated Approach
to Successful Change.





The DETR have approved an application by the City Council for Pathfinder Status, in respect of the development and implementation of e-Government targets. Salford is only one of 25 authorities selected to participate in the project, out of bids involving 220 councils.

THE BENEFITS OF PATHFINDER – A SUMMARY

Pathfinder status is an important achievement for Salford, and is national recognition of our success in bringing about change and delivering better customer service.  

It brings extra money to accelerate what we are doing, and the opportunity to share our expertise with other authorities that are trying to do the same thing.  For example, we will act as a mentor to at least three other local authorities 

It demonstrates that we are at the forefront of the modernisation agenda  - in the ‘Premier League’ of Local Government Authorities and is entirely down to our success and innovative approaches to developing and improving customer service through our

· Contact (Call) Centre

· Future Customer Service Centres

· Better access to information through the Internet 

Pathfinder provides the opportunity to

· Accelerate our change programme and meet Best Value PI’s for electronic service delivery

· Promote what we are doing for E-Government to a much wider audience, and to gain positive publicity in the process

· Potentially lever additional external funds in the future

Pathfinder will be providing funding to pay for additional work in:

· Directorates – all Directorates will be nominating an Pathfinder E-Champion / Project Manager who will be dedicated to identifying and changing and improving services so that the can be delivered through – the Contact Centre, Customer Service Centre or through the Internet (it is expected that they will be doing it as their main job, not add having it added on to existing duties)

· The Contact Centre, to help improve systems and procedures for services as they are implemented

· IT Services – to develop new IT systems and resources for the BPR & R&D  team

· Personnel – to help with new training and change management

In addition, it funds national dissemination and regional / national mentoring activities and setting up a centre of excellence to train our staff.  This will for example develop a series of training and learning packages, to:

· Enable change agents to handle the practical issues relating to implementation of E-Government

· Will equip political leaders and senior officers with the insights and knowledge that will help to manage and lead the e-government programme more effectively.

· Will ensure that issues of socio-technological change are integrated into the fabric of the e-government programme. 
· The Information Society and Social Exclusion will address the broad scope of e-government and its potential for empowering the community

Context

For context, it is worth noting that recent DETR guidance about electronic government 


“This exercise is not about technology – it is about change management, continuous improvement and business transformation for the whole organisation with technology supporting the objectives. Members and Chief Executives, in taking responsibility for developing their IEG statement, should recognise that: 

•   It’s about transforming business processes 

•   It’s about providing better seamless services more efficiently 

•   It’s about customer focus and integrated service 

•   It’s about managing information as a resource

•  It requires top-level involvement

Scope

The Pathfinder submission revolves around a programme, based on Salford’s approach to change management.
There are FIVE agreed outputs (or Products) expected from the Pathfinder programme, each have a number of sub- products.  There are also a number of interrelationships between them.  Without one product, the others will be difficult to deliver within the timescales or sustain.  The five products are:

1) SPRINT – Continued development of a set of Management and Business Process Re-Engineering tools / techniques which address the end to end issues of changing services to meet the challenge of implementing electronic service delivery, ensuring that the benefits are driven in and sustained

2) Centre of Excellence – Creation of a location and facilities for providing a focal point for facilitation, dissemination, training and practical case studies to support the change process, developing stakeholders and change agents, ensuring the impacts and benefits of electronic service change actually take place

3) Customer Relationship Management (CRM) Continued development of an IT application for providing key information on Customer requirements, requests and preferences and Council responses to them

4) SOLAR – Continued development of an IT application for providing On-Line Agenda, minutes and Reporting system (3 additional modules for enabling use by the Community and Service Provider Partners)
5) Shareware  - Development of a new IT application and supporting standards for an on line repository of IT applications for use within the local government community to achieve collaborative benefit
A summary of the approved Pathfinder Programme Budget, which is in the form of a capital allocation, is provided in Appendix XX

This is a wonderful result for Salford and is a testimony to the previous achievements and visionary aspirations for the future.

It provides much needed funding for progressing the e-Government agenda within the City and, just as importantly, an opportunity to raise the profile of the Council at regional and national levels. 

However, much hard work is ahead of us and strong leadership, a corporate approach, teamwork, and commitment are essential to achieve a successful outcome

The success of the Programme will be measured in terms of improvements in Public Service Quality, Performance and Value for Money. 
TECHNOLOGY AND TOOLS  -

THE BUILDING BLOCKS FOR MODERN SERVICE DELIVERY

An essential component of the new delivery mechanisms developed through

ACD

SOLAR – improving democracy and modernising government

SPRINT

CRM

On Line forms etc

Could these be summarised from the pathfinder proposal or do we need more detail?? 

MODERN ACCESS FOR ALL 

Reports on: 

· Salford Speaks – empowering the Citizen.  Mike Benjamin to lead

· Peoples Network – modern and information service facilities Mike Benjamin to lead?
· CLCs – modern training for our community – who is leading?
Appendix XX

LESSONS LEARNT – A SUMMARY

This report considers and evaluates the lessons learnt from the first component of implementation of the Information Society work programme, the end stage following go-live of the Customer Contact Centre.  It seeks to pass on any lessons, which can usefully be applied, to other projects within this programme or others.  It points out what management and quality processes

· went well

· could have been improved; or

· were lacking

The analysis is contained in the report summarises the work done and the lessons learnt, under the following broad areas

· Organisation and Culture

· Systems and People 

The report makes a series of key recommendations, which are summarised as follows:

Organisation and Culture

· Project go live was in the Autumn which created difficulties in the preparatory period. It may be prudent to consider the timing of go-live for large-scale projects to enable preparation when absences are not so significant. 

· There is a need to develop a more coherent planning methodology, with managers having more flexibility and are empowered to have the freedom to manage. Without this projects are often facing gridlock. A project management and change culture needs to be developed within the City Council if projects are to be successful

· One of the important elements of the project was flexibility in recruiting agency staff, which allows potential to deliver services and projects within tight deadlines. 

· There is a need for a consistent approach to change management, and there may also be a need to some skills development in the management of change / agendas

· It would be helpful to develop common project management frameworks and skill managers appropriately

· It is crucially important that as with any change programme, new proposals are impacted on the original programme to evaluate risk.

· There is evidence that the Authority not prepared for widespread change. Buy in is difficult and protracted at all levels. 

Systems and People

· There is a need to develop better understanding and more positive relationships between internal services and customers if the timetable for change is to be achieved.

· Better project management skills need to be deployed to ensure that supplier deadlines are adhered to.  

· BPR and high level processes / costs need to be delivered in other areas to deliver service integration between ‘front’ and ‘back’ office.  This is essential to drive and sustain the change programme.  
· BPR work would not have been possible without the significant input from Salford University and Warwick Business School, which helped develop a robust framework for change, and provided a practical resource input from MA students.  This type of partnership working should be encouraged
· There exists potential for commercial exploitation of the BPR framework  - again it is down to the time and resources being unavailable to achieve it, but it may reap monetary benefits as well as providing a useful marketing tool.
CONCLUSION

Like any change programme there are always a number of risks, and decisions have to be made whether the benefits outweigh them.  Change programmes are rarely achieved without some pain or pressures on the people involved in them.  This project is no different.  However even in the short time since inception there is evidence of significant progress:

· Service performance is easily outstripping previous levels along with improved productivity levels

· There is improved control of the service, and significant management information now available through deployment of new technology

· Relationships have improved with customers with 100% satisfaction rates being reported in the first month of go live, (of these 53% report being very satisfied with the service)

· Staff report greater satisfaction in new ways of working, with better team working

· There is increased interest from other service areas, and from other local authorities, with potential for marketing our skills elsewhere.

This report takes stock of the first stage of implementation and makes suggestions for improvement so that the remainder of this change programme, (and other projects) can benefit from these experiences. Many of these suggestions are taken forward as part of the Pathfinder programme, particularly in he development of the Centre of Excellence and the development of sound project management skills embodying the PRINCE methodology.

Appendix XX

SPRINT Methodology – An overview


CHARACTERISTICS

•Joined-Up Effort

•Breadth, Depth of Vision

•Structured Analysis

•Involvement, Communication

•Rigorous Assessment 

•Radical

•Flexible, Pragmatic, Workable

•Synergy With Best Value

KEY PHASES
•  Phase 1: Establish Existing Position

      - Define Service Vision, Aims

      - Clarify Change Environment/ influences to ensure strategic coherence

      - Produce High Level Map of all Current Key Service Processes for overall context

      - Agree Priority processes for detailed review work

      - Produce detailed maps of agreed priority Processes

      - Analyse Effectiveness of priority processes and associated systems

· Carry out Benchmark comparisons for relative performance assessment

•   Phase 2: Re-Design To Achieve Improvements

      - Identify opportunities for Improvements to processes, organisation and systems

· Develop Business Case for proposed improvements and agree Target Benefits

•   Phase 3: Implementation 

· Develop Model of proposed New Processes

      -  Develop New Human Resource/Organisational Model

      - Specify New IT solutions

      -  Implement New processes, structures and systems

· Drive in expected Benefits

· Review Impacts after implementation

Appendix XX

e-Government Targets: Best Value Performance Indicator 157 as Published

	The number of types of interactions that are enabled for electronic delivery as a percentage of the types of interactions that are legally permissible for electronic delivery
	Types of interactions: means any contact between the citizen and the council including:

· Providing information;

· Collecting revenue;

· Providing benefits and grants;

· Consultation;

· Regulation (such as issuing licenses);

· Applications for services;

· Booking venues, resources and courses;

· Paying for goods and services;

· Providing access to community, professional or  

· business networks;

· Procurement.

This is not an exhaustive list as there will be others depending on local circumstances.

100%: should be defined within the council’s e-government strategy to take account of local circumstances based on the full list of services for which the council is responsible and the types of interactions relevant to each service.

Enables: this presumes that all services are capable of being enabled for electronic delivery unless there is a legal or operational reason why this cannot be done.

Electronic: means delivery through internet protocols and other ICT methods and includes delivery by telephone if the transaction carried out is electronically enables i.e. the officer receiving the call can access electronic information and/or update records on-line there and then.




Appendix XX

Pathfinder Programme Budget

	Item
	Product / Description 
	Allocation in 2001/2

(£000)

	1. 
	BPR and field work teams
	

	
	Sub Total
	365

	2. 
	Centre of Excellence development


	

	
	Sub Total
	65

	3. 
	CRM (Citizen) development


	

	
	Sub Total
	230

	4. 
	SOLAR development


	

	
	Sub Total
	125

	5. 
	Shareware Repository


	

	
	Sub Total
	35

	6. 
	External Mentoring and Dissemination


	

	
	Sub Total
	50

	
	Total
	870
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Fig 2 step change to delivery
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Restructured more outward facing Council.





Improved customer and community relationships





Better access to services – 24/365 (on-line) Council


 


Modernising government agenda met
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Cost of provision contained or reduced
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Implementation will be supported and underpinned by 





1 Community Portal which will:


shadow the Contact Centre implementation plan and provide supporting on-line information and transactional services.  


eventually act as a fully interactive public service delivery channel in its own right.





2 Customer Relationship Management System (Citizen) which will


shadow the Contact Centre implementation plan


become the tool that provides a ‘whole person’ account of customer contact.  (but guided by ‘business rules’ to safeguard customer  and service privacy)





3 Business Process Re-engineering (Team) Processes / Protocols, and Cost / Benefits will be mapped to ensure the twin benefits of improved service quality, and efficiency are owned within Directorates and implemented effectively.





4 Human Resource strategy to ensure the optimum skills mix, numbers and flexible working patterns are in place to support the strategy. 





5 Internal Communications strategy that is endorsed and owned by the majority of key stakeholders





6 External Communications strategy that clearly involves the community, and enhances customer relationships





7 Effective Project, Benefits and Risk Management to minimise slippage or potential for failure, ensure benefits of investment are realised.








One Stop Shops (or Customer Service Centres) will handle the same type of enquiries as the above method, be supported by the same tools, operate to similar performance standards and reside within the same managerial structure, i.e. the only difference is that the method of contact is face-to-face.





One Stop Shops will  be implemented AFTER the Contact Centre has bedded in, although some preparatory work will be completed in the interim period. The rollout pattern will be determined by among other things:


Robust business case to ensure that they could be effectively implemented, managed, and be sustainable


Caller patterns / volumes / - i.e. citizen flows by location, and on the basis of known social problems (e.g., access to services, poverty, etc.)


Identification of suitable buildings in such areas, that could be utilised as Customer Service Centres





It is therefore unlikely that they could be opened before 2001/02.




















The Customer Contact Centre will in time, consist of up to 80 customer service representatives who are the ‘voice’ of the City Council.  The potential for delivering and integrating services for other agencies / departments will also be explored.  





It will be implemented on an incremental basis over 2, possibly 3 years.  The rollout pattern is determined by, among other things:


Customer preferences/Service volumes / demand / resourcing /


State of readiness within Directorates & service areas  - assessed by for example, the effects of opportunities /  threats / external factors such as legislative or other changes that impact on that Directorate





As each service ‘beds in’ and staff gain confidence, they will be encouraged to work from home, (or in the future, as Customer Service Representatives in One Stop Shops (but depending on the business case).  However, there will always be 25-35 staff at the central core.  This will enable job rotation and multi-skilling, and in the case of home working, be attractive to carers, and promote equality of opportunity.























Staged delivery





Successful outcomes
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Delivering a co-ordinated approach to successful change
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OUR CONTACT CENTRE  - AT THE FOREFRONT OF THE MODERNISING SERVICE AGENDA….
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