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1
PURPOSE

1.1
The progress of the Council’s Contact Centre was last reported to Policy and Finance Committee on 23rd September 2008 when it was agreed that a further report detailing the options for the future development of the Contact Centre be brought to the January 2009 meeting. 

2
RELEVANCE TO THE COUNCIL’S AMBITIONS AND PRIORITIES

2.1
Implementation of the Contact Centre initiative will improve the way the Council is able to serve the public. As such it is key to the achievement of the Council’s Core Values of Striving to Achieve Service Excellence and Ensuring that services are accessible to all. It will also contribute to our underlying aim to be a well-managed Council.

3
BACKGROUND TO THE CONTACT CENTRE

3.1
The report produced by the Corporate Services Manager at Annex 1 gives a very detailed background to the Contact Centre and should be read prior to comments below.

4
CONTACT CENTRE CURRENT POSITION

4.1
Following the departure of the Corporate Services Manager in December 2008, subject to approval by Personnel and this Committee, line management responsibility for the project will be transferred to the ICT Services Manager, Peter Hothersall,. 

4.2
A review of the Contact Centre’s present situation is being undertaken to establish the best way forward.  However, my initial findings are as follows: 

(i)
There should be no immediate expansion into other areas of the Authority until the existing functionality is working effectively. 

(ii)
The Customer Relationship Management (CRM) system has not currently been rolled out into the back offices, which means that calls received by the Contact Centre cannot have an effective resolution and closure documented. 

(iii)
The reporting capabilities of the system do not give adequate information for resource planning.

(iv)
Although the Contact Centre is managing to answer a large proportion of queries at the first point of contact, the rest are basically being logged and transferred to other Departments.

(v)
Level ‘B’ reception staff already have the capability to act as a telephone call overflow for the Contact Centre.

(vi)
Casual staff have been recruited to handle staff shortages and peak call periods.

5 PROPOSED SHORT TERM PLAN


Taking each of the above in turn:
5.1
The CRM system will be installed into relevant back offices to allow them to complete the process.

5.2
Investigate and implement methods of creating meaningful reports. Information is needed to best plan resources currently available.

5.3
Re-configure the existing CRM system scripts to record more relevant details.

5.4
Install the CRM system on level ‘C’ reception so that further telephone call overflow can be forwarded to that area.

5.5
Strive to use internal resources to fill shortfalls in the Contact Centre capacity, so that there is a reduced need for Casual workers.

5.6
Report progress back to Committee on 24th March 2009.

5.7
In the medium term discuss with all relevant Departments the effectiveness of the Contact Centre over the last few years, and formulate working practices that will ensure the best support to the citizen in the future.

6
Risk assessment   

6.1 
Resources: 


(a) Financial – The SSCC project is just over 4 years into a 7 year financial commitment to the Partnership until November 2011. The early payments were made using externally provided (I.E.G) grant funding. 


(b) Staff – The staffing complement remains at 2.5 CSA’s plus a working Supervisor. Temporary staff are occasionally appointed to cover increases in the workload. 


Technical, Environmental and Legal: none.


Political: none.


Reputation: Implementation of the Contact Centre will meet our obligations under the 
Partnership Agreement and provide an enhanced quality of service to our customers.

7
recommendations

7.1
The Committee is asked to support and approve the Proposed Short Term Plan, with the proviso that a progress report is brought to Committee on 24th March 2009 outlining the next 12 months Project Plan.

ICT MANAGER
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PURPOSE
1.1
The progress of the Council’s Contact Centre was last reported to Policy and Finance Committee on 23rd September 2008 when it was agreed that a further report detailing the options for the future development of the Contact Centre be brought to the January 2009 meeting. 

Relevance to the Council’s ambitions and priorities
1.2
Implementation of the Contact Centre initiative will improve the way the Council is able to serve the public. As such it is key to the achievement of the Council’s Core Values of Striving to Achieve Service Excellence and Ensuring that services are accessible to all. It will also contribute to our underlying aim to be a well-managed Council.

3
background to the RVBC CONTACT CENTRE

3.1
On 16th November 2004 the Council joined the Lancashire Shared Service Contact Centre Partnership – a partnership of 6 District Councils and Lancashire County, to implement a Customer Relationship Management (CRM) system, networked across the County that will improve the way each council is able to serve its citizens.  The partnership approach allows all partners to implement the new technology based on their particular local circumstances.  Although the overall project has suffered considerable delays, all the Partners have now established a Contact Centre in one form or another.   

3.2
Ribble Valley started its ‘Contact Centre’ as a ‘Streetscene Helpline’ in February 2006, providing a dedicated telephone helpline to resolve customer enquiries regarding the newly launched three-stream waste collection scheme.  Calls for special (bulky household) collections were introduced shortly afterwards, and in June 2006 the switchboard function was integrated into the Call Centre.  As well as physically transferring the switchboard function from the main Reception desk, the transfer also fundamentally changed the way calls are handled.  Under the former arrangements calls were simply connected to the relevant department.  Under the Contact Centre approach the aim is to resolve as many calls as possible at the first point of contact and minimise the number of calls put through to departments. 

3.3
In pursuant of this concept the Customer Service Advisors (CSA’s) are currently resolving in excess of 60% of calls at the first point of contact, being constrained only by the level of knowledge that they have of other services.  However as their knowledge and expertise has increased with experience over time, so has their capability to handle a wider range of enquiries, subject to agreement with the relevant back-office departments. Incrementally this will ‘free up’ small portions of time of professional and technical staff in departments, thereby creating efficiencies. 

3.4
Work is currently ongoing to identify additional services for adopting into the Contact Centre. Service Managers have been asked to identify aspects of their services that are capable of being carried out and delivered by the Contact Centre staff.  Once agreed these should be formally developed as part of a Customer Service Strategy. When the CRM is sufficiently well developed and stable, these additional services can begin to be introduced. 

3.5
The Helpline initially used the existing Philips telephone technology but from June 2006 adopted the Macfarlane CallPlus product that provides an enhanced technological solution known as an Automatic Call Distribution (ACD) system. When fully developed the system is expected to offer improved levels of management information and statistics reporting.  However like the associated Front Office CRM product, we are still awaiting for the system to be developed sufficiently to allow this to happen.  In the meantime a few statistical reports have been prepared manually to provide an insight into the performance of the Centre over recent months.  These are provided at Annexes 3 and 4.
4
CONTACT CENTRE Staffing 

4.1
CSA’s - The Contact Centre staffing establishment comprises two full-time CSA’s plus one part-time post released from Level C Reception as a result of transferring their calls into the Centre. However this continues to be insufficient to meet demand as it only provides 2 operatives for the latter part of the week, which does not allow for leave, sickness or breaks. In addition Contact Centre staff are frequently required to provide cover for the Council’s Main Reception on Level B. In return Reception staff handle calls ‘overflowing’ from the Contact Centre during periods of increased workload and/or staff absence during lunchtimes etc. 

4.2
Whilst providing a partial solution this is far from ideal as Reception staff are faced with two conflicting sets of customers – members of the public facing them and callers on the end of a ringing telephone. Furthermore being remote from the Contact Centre, Reception staff are less familiar with ongoing changes and developments in the CRM and day to day service delivery issues.

4.3
As a consequence temporary staff have frequently been appointed for fixed periods to provide additional capacity during periods of increased workload eg. rolling-out the 3 stream waste collection scheme when 3 extra staff were employed on a full-time basis to deal with the volume of calls.

4.4
As a partial solution to this 3 casual staff have recently been recruited (December 2008) to provide temporary cover as and when required. The staff have/ will be trained in all relevant systems to enable them to provide cover at both the Contact Centre and Reception areas. 

4.5
Although this is a positive move, the short staffing problem in the latter half of the week continues to severely limit the capacity of the Centre, not only damaging it’s ability to provide consistently high standards of customer service, but effectively prohibiting any further development of the Centre and the taking on of further services. The Committee are therefore urged to consider increasing the establishment by one part-time post to make a total of 3.  

4.6
Management - The retirement of the Customer Services Manager in September 2008 has also offered the opportunity to partially address this shortfall by requiring the new post of Contact Centre Supervisor to provide additional capacity by assisting in call handling during peak periods. However this has resulted in a consequential reduction in the resource that is available for the ongoing development and testing of the CRM that was provided by the former post. Whilst the ICT Services Section are able to provide some capacity to support some of the more technical elements of the development work, the changes have left a gap in our capacity to adequately resource the project. Although these arrangements are new and as yet untested, it is likely that additional capacity may be required on a temporary basis if we are to deliver this ongoing work. 

4.7
Following the departure of the Corporate Services Manager in December 2008, line management responsibility for the project has been transferred to the ICT Services Manager, Peter Hothersall. This should provide much needed technical knowledge, experience and dedicated resource capacity to progress the project forward.  

5
PARTNERSHIP DEVELOPMENTS
5.1
Since its formation the Partnership has suffered a number of problems and delays, probably the most significant of which was the decision to change the CRM product in mid-contract. This followed many months of problems trying unsuccessfully to implement the (original) Onyx One Serve system, resulting in the project overrunning by more than a year. During this time the main contractor SX3 was taken over by Northgate Information System (NIS), so in September 2006 the Partnership decided to re-evaluate the capabilities of Onyx against NIS’s own product - Front Office, which is the leading CRM system within the public sector. After a lengthy period of evaluation and negotiations with NIS, which also included consideration of LCC’s own in-house (CID/ACORN) solution, the Joint Committee agreed in February 2007 to adopt the NIS Front Office product. 
5.2
Under the new agreement all the partners worked hard throughout 2007 in preparation for implementing Front Office CRM into their respective Contact Centres. Ribble Valley was the first partner to achieve ‘Go Live’ status on 12th December 2007, with the others following on a phased basis up to the present time. The preparatory work included defining and mapping the business processes for the first phase of 15 Street Scene services, and populating the database with properties derived from the Council Tax database and persons drawn from the client database (call logs) built up since the Contact Centre began operating. 
5.3
In October 2007 LCC announced their decision not to implement the Front Office CRM, but to continue with their own, in-house ACORN system. The decision was received with some dismay amongst District Partners who felt that the decision could jeopardise the Partnership. However LCC assured District Partners that they remained fully committed to delivering the new vision for the Partnership, emphasising the potential benefit of:
· A shared telephony platform with the ability to transfer calls through the shared network.

· The sharing of service information between partner organisations using an agreed data interchange format.

· The sharing of self-service/ web-forms to enable services to be delivered on behalf of each other.
5.4
LCC stressed that the decision was entirely based on an empirical evaluation of the benefits offered by the two systems, concluding that there was no business case to proceed with Front Office as it offered a lower level of functionality that was less well suited to the County’s needs. However LCC also confirmed their view that Front Office was, in contrast, better suited to the more transaction based needs of Districts. This decision was duly endorsed at a meeting of the Partnership Board in November. 
5.5
Most recently Chorley BC announced in August 2008 that it was also considering an alternative CRM solution. They stated that their decision was based on increasing frustration at the slow rate of progress and lack of functionality offered by the Northgate product. Like LCC the Council stressed their continued commitment to the principles of Partnership working and regardless of the eventual choice of CRM, would remain a committed partner connected to the Lancashire Partnership network. 

6
cURRENT STATUS & FUTURE DEVELOPMENT AT RIBBLE VALLEY 

6.1
Since its launch the workload of the Centre has increased six-fold from an average of 50 to 300 calls per day (250 to 1,500 calls per week).  During the recent roll out of Phase 2 of the 3 stream waste collection scheme call traffic peaked at 706 calls on 30th June 2008.  This is shown graphically at Annex 4 attached to this report. 

6.2
In addition to incoming calls, the Centre’s workload is constantly growing as they deliver an ever expanding range of other services.  These include:

· Outgoing calls c.250 per day 

· NI 182 - Ringing up local businesses re. quality of service for national Environmental Health survey 

· Providing cover to Level B for holidays, sickness, training, lunchtimes etc.
· Sending out forms eg. Direct Debit Forms for Council Tax

· Advising benefit claimants where to collect their cheques when there was a postal strike.

· Reporting incidents to LCC Highways website during storms;

· Taking reports for Christmas trees, creating an excel sheet and filtered on a weekly basis the tree’s in area order. (843 trees in 2008).

· Progress chasing Special Collections - completing the process after the collection has been collected and, including contacting the client when the collection is over 10 days old to see if the collection is still outstanding when the depot is notified. Alternatively if the client has taken the item to the household waste centre themselves; in which case the report is cancelled saving wasted time and money. 

· Provide information eg. costs of Local Searches, Council Tax bands; opening hours for LCC Household Waste Centre etc and other general information.

 

6.3
One of key advantages of the Contact Centre over the former switchboard approach is the marked improvement to the quality of service provided to our customers by radically reducing the number of occasions that the caller hangs up because a call is not answered.  These are ‘lost’ or ‘abandoned’ calls.  Under the switchboard system calls were simply directed to extensions and if not answered were lost.  The Contact Centre approach ensures that unanswered calls are re-directed or a message is taken, both of which ensure that 100% caller satisfaction is maintained.

6.4
The other cause is where calls are abandoned before they can be answered because all the available Advisors are busy. This only happens during periods of high volume workload. Under normal circumstances RVBC abandoned rate is kept in low single figures 2-3% which is well below the industry average c.6-7%. However during the recent periods of high traffic the rate regularly crept above 10% peaking at 20.7% on 30th June when 146 calls out of 706 were lost. This was despite having 6 CSA’s in place – the maximum places currently available. Since then the call traffic has subsided and the 3 temporary staff that had been appointed to cover the peak have been released. More recently the adverse weather conditions at the beginning of December resulted in a similar ‘spike’ in the volume of calls received and a corresponding increase in the abandonment rate, losing 38 calls during the morning of 2nd December 2008. 

6.5
A key measure of the effectiveness of a Call Centre is the number of calls that are resolved within the Centre without recourse to ‘back-office ‘staff. This measure is entirely dependent on how many services the CSA’s are trained in and thus have the required level of knowledge to deal with them. Currently the number of services is very low and almost entirely restricted to Street Scene services. As a consequence CSA’s are currently resolving a fairly high proportion of calls (c.60%) with the balance (40%) being general calls coming in via the switchboard number. During the Phase 2 roll-out the number of Street Scene calls as a proportion of the total increased, with the result that the resolution rate increased to 79%. 

6.6
Currently the majority of departments continue to promote the use of DDI and encourage callers to dial directly to the relevant officer. If the Contact Centre approach is adopted throughout the Council, DDI should (ideally) be gradually phased out and all calls would be routed via the Centre. This would increase the volume of call traffic and the CSA’s would need additional training in all the different service areas so that they could resolve the enquiries. 

6.7
As the workload (number of calls) handled by the Centre increases, additional CSA’s may be required to meet this demand. This should be met by transferring staff from those departments whose calls were being transferred. 

6.8
Whilst the CRM is installed from a technical point of view, operationally its use is currently limited to a very small number of services and the application of the CRM functionality to each of those processes is similarly limited due to its current low level of development. It is important to understand that CRM systems are unlike any other software solution which typically work ‘out of the box’, i.e. are fully functional upon receipt. By contrast CRMs require long term development to tailor them to the systems and procedures that are already present within their host environment. 

6.9
Progress towards having a fully functioning solution in place is further impaired by the fact that Front Office is still being developed by NIS through the issue of revised and updated versions. The Lancashire Partnership is recognised to be leading nationally on the development of Front Office and once complete it will be probably the most advanced CRM within the local government sector. Until that point is reached however partners will have to accept that the level of functionality offered by the CRM is only a fraction of what it will be capable of delivering when the product is fully developed and embedded. Currently there are approximately 10 issues that still require resolving in order for Front Office to be a fully viable transactional CRM. 
6.10
A topical example of the current, limited application of the CRM at Ribble Valley is the way three-stream waste enquiries were handled during the recent Phase 2 roll-out; when the role of the Contact Centre was limited to simply receiving and logging customer calls prior to passing them through to the StreetScene Section for processing, following which they had to notify the Contact Centre staff by a separate telephone call that the job had been completed. When the CRM is developed further it will be made available to ‘back-office’ staff and the entire process will be processed from ‘end to end’ within the CRM, with the back-office staff closing off the enquiry on the CRM upon completion.

7
for future development of the contact centre
7.1
Taking into account everything that has happened in the projects history to date, the Council now faces a number of options on how best to progress this initiative. These are summarised below.

7.2
Option 1: Stay the same. 

Maintain the Centre at its current low state of development and utilisation. This is considered unfeasible in the long term for the following reasons:

· The Centre’s small size, scope and staffing levels are too low to maintain a satisfactory level of service to the customer. 

· Economies of scale will never be achieved and unit costs (eg. cost per call handled) will remain inordinately high when set against the level of overheads represented by the office accommodation, management/ supervision and the Partnership membership costs.

· Limiting the scope of the services provided fails to maximise the potential benefits offered by extending the ‘Contact Centre’ approach to other, customer-facing services, and will struggle to adapt its service delivery channels to meet the changing needs and rising expectations of citizens. 

7.3
Option 2: Withdraw from the Partnership 

· This is considered a retrograde step and would reduce the standard of service we are able to offer our customers. It would signal a return to the former switchboard service supported by Direct Dial connection to specified officers. This would return us to the situation where callers are reliant upon (a) getting through to a single switchboard operator and then (b) hoping that the transferred call is answered. This option offers no recourse for misdirected or unanswered calls, and, due to the single operator (although operating a number of incoming lines) resulted in an unquantifiable level of unanswered calls (i.e. engaged tone). 

· Aside from the diminished quality and speed of call handling, withdrawal from the project would severely damage the Council’s reputation in the eyes of both the public and amongst its peers. The joining of the Partnership and adoption of the Contact Centre approach was perceived as a major step forward by the Council towards adopting a modernised, customer focussed approach to service delivery. In withdrawing the Council would be seen to have been indecisive about its policy making and direction, profligate and irresponsible with taxpayers money, and backward looking in failing to modernise and adapt its service delivery to meeting the future needs and expectations of the general public and service users. 

7.1 Option 3: Develop the Contact Centre to its maximum potential.

This option would counter all the disadvantages that would result from the first two options. It would also secure the maximum return on investment for the Council. Most importantly it would deliver the highest standards of customer service to users of the Council’s services. In order to deliver this the following is required:

· Demonstrable, stronger commitment to the project within the Council. To date the project has suffered from a low and unpopular profile. This needs to be addressed by the adoption of a high profile policy statement committing the Council and all its departments to a shared vision for the Centre’s future, and the development of an agreed Customer Access Strategy setting out the way forward for how each of the Council’s services will be delivered in the future.  

· The project needs to assume a much higher prominence coupled with visible and demonstrable leadership at the highest levels both managerially and politically. Armed with this support, the project needs to be led by a manager with sufficient resources and a dedication to improving customer service.

· As soon as practicable to migrate the CRM beyond the Contact Centre and across the RVBC network to extend access by departmental (‘back-office’) staff allowing them to complete and ‘close-down’ work processes.  

· Progressing the CC project will also help the Council contribute to its new efficiency targets that are required of local government as set out by the DCLG. These build on the previous Gershon efficiency targets for local government and the earlier reports by Sir David Varney and Sir Michael Lyons that focussed attention on the need for the public sector to generate efficiencies by introducing improved working practices and by the redesign and simplification of business processes.

7.5
Commitment to the CC project will also position the Council to meet it’s obligations to utilise the principles of customer-insight to provide an improved, more customer-centric service to users. This technique, developed by leading successful companies like Amazon and EasyJet, uses market intelligence to offer a range of related services to customers based on their known profile of needs. Crucially service delivery is designed around the citizen or business – not the provider – and provided to customers via their preferred delivery channels.  For example customers whose profiles (as registered on the CRM) are identified as being elderly or infirm are offered a range of related services such as assisted bin collection, bus passes, smoke alarms, visits from Crime Prevention Officers etc; those in receipt of CT benefit are offered free school meals, clothing allowances for children etc. Councils are being encouraged to adopt this approach as part of the national ‘Tell Us Once’ campaign that has pioneered a unified approach to persons reporting a bereavement by offering a ‘one-call tells all’ service wherein a single report is conveyed to all the necessary agencies i.e. passport office, Council Tax, doctors, dentists, libraries, electoral register, utility companies etc. 
8
SUMMARY AND CONCLUSIONS

8.1 The Contact Centre project is a significant investment for the Council and represents a major step forward in adopting a modern, customer-centric approach to local service delivery. However during the course of the almost four years to date the project has suffered a number of major setbacks including a change of provider, two company takeovers, two changes of CRM product and latterly two partners choosing to seek an alternative to Front Office.
8.2 All the above have contributed to the disappointingly slow rate of development of the CRM which is currently delivering a lower rate of functionality than expected. This has resulted in the closure of Phase 1 (when all partners sign-off an acceptable, minimal level of operational functionality) having been delayed for almost a year from February 2008. Sign-off is currently dependent on successful completion of renewed dataloads at all partner sites. This is expected imminently.
8.3 To maximise the potential benefits offered to the Authority by the project the Council needs to adopt a much firmer commitment to the initiative and actively embrace the opportunities offered by the new technology. To date the Council’s approach has been too cautious and has lacked universal senior level commitment. By deploying the bare minimum of resources, this has actively contributed to the project’s slow rate of progress. Without exception all the other partners have embraced the concept more fully and established a more robust and proactive approach including new, dedicated resources comprising not only specialist customer service staff but also an adequately resourced support function comprising supervisory, management and importantly, development functions capable of progressing the project at a realistic pace.

8.4 The Council needs to adopt a strategy that actively minimises direct dialling to ensure that as many calls as possible go through the CC and can be monitored so that any unanswered calls are retrieved and picked up or message taken. 
8.5 The adoption of a more unified approach to call-handling and managing information about customers and users of services will enable the Council to provide a more joined-up approach to service delivery. Rather than being perceived as something radical and controversial, the approach outlined at Option 3 (paragraph 7.3 above) is now expected as normal practice by Ribble Valley citizens who expect information about themselves and/or their property from previous calls not just to be retained but actively shared by other departments of the Council (subject to Data Protection issues) This is increasingly expected to be standard practice and citizens can’t understand why this doesn’t happen. 
8.6 A stronger commitment to the venture should also include the development and adoption of an agreed Customer Service Strategy that defines the Council’s approach to future service delivery in each of the service areas. This should necessarily include a clear timetable for migrating further services into the Contact Centre, including a programme for any associated integrations of back-office services to the CRM; without which the scope for major efficiencies will be compromised. 
8.7 In the long term adoption of the CRM is expected to provide partners with the ability to resolve more enquiries at the first point of contact, thereby generating efficiencies in the ‘back-office’. However efficiencies can only be achieved if the current ways of working (business processes) are fundamentally re-designed to ensure they are being delivered in the most effective way. Currently the low functionality of the CRM product, coupled with a lack of capacity within the Council means that this is not happening, and the small number of processes that are being delivered via the CRM have, in the main, been simply copied across into the CRM unchanged rather than being re-engineered for greater efficiency. It is important to note too that even if this work was to be carried out, the Council’s small size (and corresponding low number of transactions etc), means that the level of savings that can be expected are correspondingly reduced and the Contact Centre approach can never be expected to offer the efficiency savings to Ribble Valley that are capable of being realised elsewhere.
8.8 If the Council is to reap any benefits from the Contact Centre there is much work still to do. In purely business terms the Centre’s very small size makes it virtually unsustainable in its current form. The current establishment is barely adequate to maintain the current level of service, let alone develop it in any way. Without additional resources our rate of progress will continue to be slow and we will struggle to keep abreast of the required development work that is necessary to bring the CRM to state of readiness to receive additional services. If and when that point is reached resources will then be required to spend time in departments to learn and document their processes in readiness for migrating into the CRM.
8.9 However this should not divert our attention from maintaining impetus on the project. The Contact Centre approach is not just about generating efficiencies. It is primarily about providing a better service for customers and this is something that the CRM will enable us to do. But this cannot be achieved without a Council-wide commitment and a substantial further resource input that can be sustained over a further period of time. 

9
Risk assessment   

9.1
Resources: 

(a) Financial – The SSCC project is just over 4 years into a 7 year financial commitment to the Partnership until November 2011. The early payments were made using externally provided (I.E.G) grant funding. 

(b) Staff – The staffing complement remains at 2.5 CSA’s plus a working Supervisor. Temporary staff are regularly appointed to cover increases in the workload. 


Technical, Environmental and Legal: 
None.


Political: 
None.


Reputation: 

Implementation of the Contact Centre will meet our obligations under the Partnership Agreement and provide an enhanced quality of service to our customers. 
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JEFF FENTON
For further information please contact Jeff Fenton, Corporate Services Manager tel. 01200 414593.

ANNEXES: 

1. Future development areas for the Contact Centre

2. Additional areas agreed by CMT : June 2008 

3. Example of daily call traffic – 19th June to 4th July 2008

4. Analysis of calls by type (source Call Logs) 

5. Phase 2 activities scheduled for delivery to the Partnership by NIS

ANNEX 1

Future development areas for the Contact Centre

(RVBC Contact Centre Supervisor)

A. CRM development areas

Missed Refuse – issue to be resolved in reporting process

3 Stream Waste – needs a comments box and calendar adding, also a comments box for damaged bin & automatic Email to Brian and Helen.

Also comments box for No Blue bin required and email to 3 stream waste.

Information pack needs comments box as sometimes we only need the calendar to go out. Communal bins plus larger bin for family of 6 needs to be added to stolen bins on the CRM.

Commercial Waste - needs a process building for Blue sacks to go to Sue Walker and orange sacks to go to depot.

B. Possible New Processes

Change of Address - Spoke to Mark Edmondson Council Tax 10/11/2008, regarding change of address for deceased people. Could go through the CRM linked to the intranet, e mailing all relevant departments eg Council Tax, Benefits, depot, Electoral. If the call came to council tax directly they could put it though the intranet as they don’t have CRM and this could be built to e mail all departments as above. This would be a good idea as people assume by ringing one department all other departments are notified.  

Sharing processes
 from other partners eg.

Meet and Greet form (from Rossendale) – could be used on Level B Reception 

Fire Safety Check – (currently being used at Burnley) 

At the end of the call e.g. specials etc. if we are not busy we could introduce this, asking the customer if they have a working smoke alarm in the house? is anyone in the house over 65? How many adults in the house? Anyone who smokes? Could they get out the house if                          there was a fire? This information is then e mailed on a weekly basis to the Fire brigade.

Warmfront (Energy Efficiency Grants) – currently being used at Burnley

Reporting function – currently very crude/ needs developing eg. Contact Centre frequently asked for figures on damaged and stolen bins, but the only report available is 3 stream waste report that lists everything, unable to specify discrete subject areas.

NI14 – Avoidable Contact (from Hyndburn) - rebuilt for CRM to suit RVBC needs – this is now waiting for a report to be built before it can go into live.

ANNEX 2

Future Development of the Contact Centre

Additional services to be migrated as agreed by CMT 25.06.08

Based on information received including various analyses of call traffic, CMT agreed that the following services be migrated into the Contact Centre as soon as practicable:

In no particular order:
	
	SERVICE
	COMMENTS



	1
	Requests to know property bandings for Council Tax
	Marshal confirmed this can be easily achieved by installing a link to access the (national) Valuation website

	2
	Requests for outstanding C.Tax balance 
	CC need access to C.Tax reference numbers/ database. (This will complement current ability to take payments)

Marshal to progress.

	3
	Notification of change of address – C.Tax, Healthy Lifestyles, Register of Electors
	2 stage approach: (i) CC to obtain stock of change of address forms from relevant departments to send out on their behalf, pending (ii) CC develop a common form that will serve all purposes so that client need only tell us once and CC to notify all relevant departments.

Completion of the LLPG project to establish a single, robust and accurate property database for the Council will also offer future opportunities for adopting a common approach to this process.   

	4
	Making bookings for Pest Control visits. 

(Access to bookings system/ PCO diairies) 
	James to investigate whether or not this is achievable. Need to replicate current system that effectively groups visits into districts to ensure that travelling time/distances by PCO’s is minimised. 

*Consider extending to other services in the future – Planning, Building Control Officers, others.

	5
	Taking bookings (and payments) for Council Chambers/ premises
	CC to utilise Intranet bookings system & progress with Olwen

	6
	Requests for Planning/ Building Control etc application forms 
	CC to obtain stock of forms/ guidance etc for sending out. 

* Consider extending to other services in the future.  

	7
	Requests for Public participation at Council meetings 
	CC to progress with Olwen

	8
	Requests for job application forms
	Level B Reception already provide assistance to Personnel with this. No further action required for CC. 

	9
	Notification of holidays/ sickness (Officers)
	Already in place but all managers/ staff are reminded to keep CC informed of staff movements/ availability and provide an alternative contact in their absence. 
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ANNEX 3

ANALYSIS OF CALLS BY TYPE : JAN - AUG 2008 (Source Call Logs)
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	3 Stream Waste
	295

	Commercial Waste
	24

	LCC (information calls)
	617

	Paper Sack
	124

	Missed Refuse
	144

	Refuse Complaint
	26

	Missed Comm. Waste
	7

	GardenW Missed
	1

	Help-line
	7

	R.V. Homes
	520

	Refuse Information
	8

	Special Collections
	31

	Specials - Info
	27

	Letter Complaint
	12

	Sacks - Complaint
	1

	Miscellaneous (inc. transferred calls)
	2669

	Bus Info
	99

	Cold calling
	144


Notes: 

1. This analysis is taken from call logs generated manually in the Contact Centre for calls that are not recorded on the CRM. Calls recorded on call logs represent a tiny fraction of the total calls received (c.7%) but this information is provided to give a picture of the variety of calls currently handled within the Centre. 

2. More accurate data reporting is expected once the Front Office CRM is developed more fully.

3. The largest proportion (Miscellaneous 56%) also includes all transferred calls that are passed through directly from the Centre to service departments ( ‘back-office’). 
ANNEXE 4. 
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	19-Jun
	20-Jun
	23-Jun
	24-Jun
	25-Jun
	26-Jun
	27-Jun
	30-Jun
	01-Jul
	02-Jul
	03-Jul
	04-Jul

	Calls offered
	355
	378
	579
	471
	515
	513
	488
	706
	495
	465
	411
	440

	Calls abandoned
	17
	30
	40
	13
	21
	48
	50
	146
	9
	44
	29
	58

	Calls transferred
	110
	80
	102
	91
	85
	70
	63
	133
	148
	68
	113
	112

	Answered at first point of contact
	228
	268
	437
	367
	409
	395
	375
	427
	338
	353
	269
	270

	% @fpc
	64.2
	70.8
	75.4
	77.9
	79.4
	77
	76.8
	60.5
	68.2
	75.9
	65.4
	61.4


	Phase 2 - Initial Activity Matrix – Partnership & Northgate Activities                               Annexe 5 

	Service
	Systems
	Burnley
	Chorley
	Hyndburn
	Pendle
	Ribble Valley
	Rossendale
	LCC

	Customer Profiling
	Mosiac
	Y
	Y
	 
	Y
	Y
	Y
	Y (Lead)

	SMS Text
	ITextIt
	Y
	Complete
	 
	Y
	Y
	Y
	 

	Appointment Booking
	php Cal
	 
	 
	Complete 
	Y
	 
	Y
	 

	Middleware
	BizTalk
	Y (08/09)
	Y
	Y
	Y
	Y
	Y
	Y (Lead)

	Call Transfer
	VOIP
	Y (08/09)
	Y
	Y
	Y
	Y
	Y not CallPlus
	Y

	Data Synchronisation
	 
	Y
	Y
	Y
	Y
	Y
	Y (Lead)
	Y

	Environmental Services
	Flare Replacement
	Y?
	Y
	Y
	 
	 
	Y
	 

	
	Flare Integration
	Y?
	 
	 
	Y Op Svcs
	 
	 
	 

	
	Confirm: integrate or replace
	 
	 
	 
	 
	 
	Y
	 

	Document Management
	Anite
	 
	Y
	via Middleware
	 
	 
	Y
	 

	
	Comino
	Y
	 
	 
	Y
	 
	 
	 

	
	FO Correspondence 
	Y
	 
	 
	 
	Y
	 
	 

	Planning
	Assist
	 
	 
	 
	Y
	 
	 
	 

	
	Northgate
	Y
	 
	 
	 
	 
	 
	 

	Revs & Bens
	Academy
	 
	Y
	 
	 
	 
	 
	 

	
	iWorld
	Y
	 
	 
	Y (Revs)
	 
	Lead
	 

	
	e-Benefits
	 
	 
	 
	 
	 
	 Late if procured
	 

	Reporting 
	Crystal Reports
	Y
	 
	Y
	Y
	Y
	Y
	Y (Lead)

	
	SQL Server
	 
	Y
	 
	 
	 
	 
	 

	Complaints
	Within Front Office
	 
	 
	 
	Y
	 
	 
	 

	Self Service
	
	Y
	Y
	Y
	Y
	Y
	Y
	 

	Knowledge Management
	
	Y
	Y
	Y
	Y
	Y
	Y
	 

	Environment Migration
	
	Y
	Y
	Y
	Y
	Y
	Y
	 

	NI-14 
	
	Y
	Y
	Y
	Y
	Y
	Y
	 

	Follow-on cases
	
	 
	 
	Y?
	 
	 
	 
	 

	Skills Transfer
	Customer Surveys
	Y
	 
	Y
	Y
	 
	 
	 

	Appointment Booking
	Groupwise
	Y (08/09)
	 
	 
	 
	 
	 
	

	
	Exchange
	Y (09-10)
	 
	 
	 
	 
	 
	 

	Payments
	Civica Icon
	 
	 
	 
	Y
	 
	 
	 

	Status Updates
	e-mail
	Y?
	 
	Y
	 
	Y
	Y
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Total Calls Jan-Aug 2008
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Jan 08

		

		Jan-08

				No. of Calls		%

		Three Stream Waste		19		4.8%

		Commercial Waste		7		1.8%

		Lancashire County Council		113		28.3%

		Paper Sacks		24		6.0%

		Missed Refuse		12		3.0%

		Refuse Complaint		4		1.0%

		Missed Commercial Waste		0		0.0%

		Garden Waste Missed		0		0.0%

		Help List		0		0.0%

		Ribble Valley Homes		0		0.0%

		Refuse Information		2		0.5%

		Specials		4		1.0%

		Specials Information		0		0.0%

		Complaint for 3 Stream Letter		1		0.3%

		Complaint for Paper Sacks		0		0.0%

		Miscellaneous		180		45.0%

		Bus Pass Information		20		5.0%

		Cold Calling for Staff Contact Details		11		2.8%

		Green Waste Information		2		0.5%

		NHS Inquiry		1		0.3%

		Total		400		100





Jan 08

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



January 2008 Call Log



Feb 08

		

		Feb-08		No. of Calls		%

		Three Stream Waste		36		47.4%

		Commercial Waste		7		1.0%

		Lancashire County Council		92		12.5%

		Paper Sacks		28		3.8%

		Missed Refuse		37		5.0%

		Refuse Complaint		9		1.2%

		Missed Commercial Waste		2		0.2%

		Garden Waste Missed		0		0.0%

		Help List		1		0.1%

		Ribble Valley Homes		0		0.0%

		Refuse Information		4		0.5%

		Specials		3		0.4%

		Specials Information		9		1.2%

		Complaint for 3 Stream Letter		0		0.0%

		Complaint for Paper Sacks		1		0.1%

		Miscellaneous		424		57.6%

		Bus Pass Information		16		2.2%

		Cold Calling for Staff Contact Details		62		8.4%

		Xmas Tree Enquiries		5		0.7%

		Total		736		100





Feb 08

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



February 08 Call Log



Mar 08

		

		Mar-08

				No. of Calls		%

		Three Stream Waste		8		1.4%

		Commercial Waste		4		0.7%

		Lancashire County Council		105		18.8%

		Paper Sacks		8		1.4%

		Missed Refuse		2		0.4%

		Refuse Complaint		3		0.5%

		Missed Commercial Waste		0		0.0%

		Garden Waste Missed		0		0.0%

		Help List		0		0.0%

		Ribble Valley Homes		0		0.0%

		Refuse Information		1		0.2%

		Specials		9		1.6%

		Specials Information		2		0.4%

		Complaint for 3 Stream Letter		1		0.2%

		Complaint for Paper Sacks		0		0.0%

		Miscellaneous		387		69.2%

		Bus Pass Information		19		3.4%

		Cold Calling for Staff Contact Details		3		0.5%

		Chipping Enquiries		7		1.3%

		Total		559		100





Mar 08

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



March 08 Call Log



Apr 08

		

		Apr-08

				No. of Calls		%

		Three Stream Waste		15		1.7%

		Commercial Waste		2		0.2%

		Lancashire County Council		85		9.4%

		Paper Sacks		1		0.1%

		Missed Refuse		4		0.4%

		Refuse Complaint		2		0.2%

		Missed Commercial Waste		0		0.0%

		Garden Waste Missed		0		0.0%

		Help List		0		0.0%

		Ribble Valley Homes		254		28.1%

		Refuse Information		0		0.0%

		Specials		0		0.0%

		Specials Information		11		1.2%

		Complaint for 3 Stream Letter		0		0.0%

		Complaint for Paper Sacks		0		0.0%

		Miscellaneous		460		50.8%

		Bus Pass Information		34		3.8%

		Cold Calling for Staff Contact Details		37		4.1%

		Total		905		100.0%





Apr 08

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



April 08 Call Log



May 08

		

		May-08

				No. of Calls		%

		Three Stream Waste		11		2.0%

		Commercial Waste		4		0.7%

		Lancashire County Council		39		7.2%

		Paper Sacks		0		0.0%

		Missed Refuse		2		0.4%

		Refuse Complaint		0		0.0%

		Missed Commercial Waste		0		0.0%

		Garden Waste Missed		1		0.2%

		Help List		0		0.0%

		Ribble Valley Homes		89		16.5%

		Refuse Information		1		0.2%

		Specials		1		0.2%

		Specials Information		2		0.4%

		Complaint for 3 Stream Letter		3		0.6%

		Complaint for Paper Sacks		0		0.0%

		Miscellaneous		357		66.2%

		Bus Pass Information		0		0.0%

		Cold Calling for Staff Contact Details		29		5.4%

		Total		539		100.0%





May 08

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



May 08 Call Log



Jun 08

		

		Jun-08

				No. of Calls		%

		Three Stream Waste		50		7.1%

		Commercial Waste		0		0.0%

		Lancashire County Council		36		5.1%

		Paper Sacks		2		0.3%

		Missed Refuse		0		0.0%

		Refuse Complaint		0		0.0%

		Missed Commercial Waste		0		0.0%

		Garden Waste Missed		0		0.0%

		Help List		2		0.3%

		Ribble Valley Homes		70		9.9%

		Refuse Information		0		0.0%

		Specials		4		0.6%

		Specials Information		2		0.3%

		Complaint for 3 Stream Letter		7		0.9%

		Complaint for Paper Sacks		0		0.0%

		Miscellaneous		531		75.1%

		Bus Pass Information		1		0.1%

		Cold Calling for Staff Contact Details		2		0.3%

		Total		707		100.0%





Jun 08

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



June 08 Call Log



Jul 08

		

		Jul-08

				No. of Calls		%

		Three Stream Waste		104		19.4%

		Commercial Waste		0		0.0%

		Lancashire County Council		75		14.0%

		Paper Sacks		33		6.1%

		Missed Refuse		41		7.6%

		Refuse Complaint		3		0.6%

		Missed Commercial Waste		4		0.7%

		Garden Waste Missed		0		0.0%

		Help List		4		0.7%

		Ribble Valley Homes		45		8.4%

		Refuse Information		0		0.0%

		Specials		6		1.1%

		Specials Information		1		0.2%

		Complaint for 3 Stream Letter		0		0.0%

		Complaint for Paper Sacks		0		0.0%

		Miscellaneous		219		40.8%

		Bus Pass Information		2		0.4%

		Cold Calling for Staff Contact Details		0		0.0%

		Total		537		100.0%





Jul 08

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



July 08 Call Log



Aug 08

		

		Aug-08

				No. of Calls		%

		Three Stream Waste		52		13.4%

		Commercial Waste		0		0.0%

		Lancashire County Council		72		18.6%

		Paper Sacks		28		7.1%

		Missed Refuse		46		11.9%

		Refuse Complaint		5		1.3%

		Missed Commercial Waste		1		0.3%

		Garden Waste Missed		0		0.0%

		Help List		0		0.0%

		Ribble Valley Homes		62		16.0%

		Refuse Information		0		0.0%

		Specials		4		1.0%

		Specials Information		0		0.0%

		Complaint for 3 Stream Letter		0		0.0%

		Complaint for Paper Sacks		0		0.0%

		Miscellaneous		111		28.6%

		Bus Pass Information		7		1.8%

		Cold Calling for Staff Contact Details		0		0.0%

		Total		388		100.0%





Aug 08

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



August 08 Call Log



Month by Month

		

		3 SW		No. calls																				Missed Comm Waste		No. calls

		Jan		19																				Jan		0

		Feb		36																				Feb		2

		Mar		8																				Mar		0

		Apr		15																				Apr		0

		May		11																				May		0

		Jun		50																				Jun		0

		Jul		104																				Jul		4

		Aug		52																				Aug		1

		Comm Waste		No. calls																				Missed Garden Waste		No. calls

		Jan		7																				Jan		0

		Feb		7																				Feb		0

		Mar		4																				Mar		0

		Apr		2																				Apr		0

		May		4																				May		1

		Jun		0																				Jun		0

		Jul		0																				Jul		0

		Aug		0																				Aug		0

		LCC		No. calls																				Help List		No. calls

		Jan		113																				Jan		0

		Feb		92																				Feb		1

		Mar		105																				Mar		0

		Apr		85																				Apr		0

		May		39																				May		0

		Jun		36																				Jun		2

		Jul		75																				Jul		4

		Aug		72																				Aug		0

		Paper sacks		No. calls

		Jan		24																				RV Homes		No. calls

		Feb		28																				Jan		0

		Mar		8																				Feb		0

		Apr		1																				Mar		0

		May		0																				Apr		254

		Jun		2																				May		89

		Jul		33																				Jun		70

		Aug		28																				Jul		45

																								Aug		62

		Missed Refuse		No. calls																				Refuse Info		No. calls

		Jan		12																				Jan		2

		Feb		37																				Feb		4

		Mar		2																				Mar		1

		Apr		4																				Apr		0

		May		2																				May		1

		Jun		0																				Jun		0

		Jul		41																				Jul		0

		Aug		46																				Aug		0

																								Specials		No. calls

																								Jan		4

		Refuse Complaint		No. calls																				Feb		3

		Jan		4																				Mar		9

		Feb		9																				Apr		0

		Mar		3																				May		1

		Apr		2																				Jun		4

		May		0																				Jul		6

		Jun		0																				Aug		4

		Jul		3

		Aug		5

		Specials Info		No. calls																				3 Stream Letter Comp		No. calls

		Jan		0																				Jan		1

		Feb		9																				Feb		0

		Mar		2																				Mar		1

		Apr		11																				Apr		0

		May		2																				May		3

		Jun		2																				Jun		7

		Jul		1																				Jul		0

		Aug		0																				Aug		0

		Paper Sack Comp		No. calls																				Misc		No. calls

		Jan		0																				Jan		180

		Feb		1																				Feb		424

		Mar		0																				Mar		387

		Apr		0																				Apr		460

		May		0																				May		357

		Jun		0																				Jun		531

		Jul		0																				Jul		219

		Aug		0																				Aug		111

		Bus Pass Info		No. calls																				Cold calling		No. calls

		Jan		20																				Jan		11

		Feb		16																				Feb		62

		Mar		19																				Mar		3

		Apr		34																				Apr		37

		May		0																				May		29

		Jun		1																				Jun		2

		Jul		2																				Jul		0

		Aug		7																				Aug		0

		Comparison

				3SW		CommW		LCC		Psack		MissRef		RefComp		MissCW		GdnWmiss		Help		RVH		RefInfo		Spec		SpecInfo		LetterComp		SackComp		Misc		BusInfo		Cold

		Jan		19		7		113		24		12		4		0		0		0		0		2		4		0		1		0		180		20		11

		Feb		36		7		92		28		37		9		2		0		1		0		4		3		9		0		1		424		16		62

		Mar		8		4		105		8		2		3		0		0		0		0		1		9		2		1		0		387		19		3

		Apr		15		2		85		1		4		2		0		0		0		254		0		0		11		0		0		460		34		37

		May		11		4		39		0		2		0		0		1		0		89		1		1		2		3		0		357		0		29

		Jun		50		0		36		2		0		0		0		0		2		70		0		4		2		7		0		531		1		2

		Jul		104		0		75		33		41		3		4		0		4		45		0		6		1		0		0		219		2		0

		Aug		52		0		72		28		46		5		1		0		0		62		0		4		0		0		0		111		7		0

		TOTAL		295		24		617		124		144		26		7		1		7		520		8		31		27		12		1		2669		99		144

		3SW		295

		CommWaste		24

		LCC		617

		PaperSack		124

		Missed Refuse		144

		Refuse Complaint		26

		Missed CommWaste		7

		GdnW Missed		1

		Help		7

		RVHomes		520

		Refuse Info		8

		Specials		31

		Specials Info		27

		Letter Complaint		12

		Sack Complaint		1

		Miscellaneous		2669

		Bus Info		99

		Cold calling		144





Month by Month

		0

		0

		0

		0

		0

		0

		0

		0



Three Stream Waste 2008



		0

		0

		0

		0

		0

		0

		0

		0



Commercial Waste 2008



		0

		0

		0

		0

		0

		0

		0

		0



LCC 2008



		0

		0

		0

		0

		0

		0

		0

		0



Paper Sacks 2008



		0

		0

		0

		0

		0

		0

		0

		0



Missed Refuse 2008



		0

		0

		0

		0

		0

		0

		0

		0



Refuse Complaints 2008



		0

		0

		0

		0

		0

		0

		0

		0



Missed Commercial Waste 2008



		0

		0

		0

		0

		0

		0

		0

		0



Missed Garden Waste 2008



		0

		0

		0

		0

		0

		0

		0

		0



Help List 2008



		0

		0

		0

		0

		0

		0

		0

		0



RV Homes 2008



		0

		0

		0

		0

		0

		0

		0

		0



Refuse Information



		0

		0

		0

		0

		0

		0

		0

		0



Specials 2008



		0

		0

		0

		0

		0

		0

		0

		0



Specials Information 2008



		0

		0

		0

		0

		0

		0

		0

		0



Three Stream Waste Letter Complaint



		0

		0

		0

		0

		0

		0

		0

		0



Paper sack Complaints 2008



		0

		0

		0

		0

		0

		0

		0

		0



Miscellaneous 2008



		0

		0

		0

		0

		0

		0

		0

		0



Bus Pass Information 2008



		0

		0

		0

		0

		0

		0

		0

		0



Cold Calling for Staff Contact Details 2008
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Call Traffic September 2007
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Calls Sept 2007

		DDI Group Traffic

				3-Sep-07		4-Sep-07		5-Sep-07		6-Sep-07		7-Sep-07		10-Sep-07		11-Sep-07		12-Sep-07		13-Sep-07		14-Sep-07		17-Sep-07		18-Sep-07		19-Sep-07		20-Sep-07		21-Sep-07		24-Sep-07		25-Sep-07		26-Sep-07		27-Sep-07		28-Sep-07

		Calls offered		323		236		279		269		284		332		271		229		283		255		341		402		482		359		300		375		316		283		266		223

		Calls abandoned		4		0		0		1		3		13		2		0		4		4		3		17		45		14		5		4		5		2		5		4

		Calls transferred		175		145		154		144		150		177		155		136		166		152		183		160		152		165		146		190		149		152		152		132

		Number of calls answered at first point of contact		144		91		125		124		131		142		114		93		113		99		155		225		285		180		149		181		162		129		109		87
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		Calls June08

				19-Jun		20-Jun		23-Jun		24-Jun		25-Jun		26-Jun		27-Jun		30-Jun		1-Jul		2-Jul		3-Jul		4-Jul

		Calls offered		355		378		579		471		515		513		488		706		495		465		411		440

		Calls abandoned		17		30		40		13		21		48		50		146		9		44		29		58

		Calls transferred		110		80		102		91		85		70		63		133		148		68		113		112

		Answered at first point of contact		228		268		437		367		409		395		375		427		338		353		269		270

		% @fpc		64.2		70.8		75.4		77.9		79.4		77		76.8		60.5		68.2		75.9		65.4		61.4
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