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1
PURPOSE

1.1
A short term plan for the Council’s Contact Centre was submitted to Policy and Finance Committee on 27th January 2009 when it was agreed that a further report detailing progress and a 12 months Project Plan for the Contact Centre be submitted in 6 months.

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

3.1 The Shared Services Contact Centre (SSCC) and the Customer Relationship Management (CRM) software contract has been in place since Nov 2004 and will expire in Nov 2011.

3.2 This contract is collaboration between LCC, Pendle, Rossendale, Burnley, Chorley and Ribble Valley Councils.

4
PROGRESS OVER THE LAST 6 MONTHS

4.1
Discussions have taken place with service managers who have / will have dealings with the Contact Centre. This has enabled a better understanding of their requirements and how the Contact Centre can further help them.

4.2
This has led, for example, to the depot now feeding information about problems on the refuse collection rounds to the Contact Centre as they happen.  This ensures calls can be resolved at the first point of contact.

4.3
This collaborative approach is being expanded throughout the Authority.

4.4
The process scripts used by the operatives have been appraised and alterations are in progress.  This is allowing the process to be completed from back office information.

4.5
The necessary network changes are now in place to enable Level ‘C’ reception to be used as a call overflow service.  Level ‘B’ reception staff are regularly available as a call overflow service.

4.6
We have not had cause to use any casual staff over the last 6 months.

4.7
Adhoc work is now been handled by the Contact Centre for all sections of the Authority.  For example, premises telephone surveys for Environmental Health.

5 PROPOSED 12 MONTH PLAN

5.1
The following proposals were presented to Management Team on 27 May 2009, who agreed they should go forward to this Committee as a proposed 12 month plan.

5.2
With the SSCC contract due to expire in Nov 2011, a decision needs to be made on how we progress in software terms after that date.

5.3
The current software supplier (Northgate) have requested a decision by May 2010 on whether to extend the current contract.

5.4
LCC and Chorley have already abandoned their use of the existing CRM system and will not be involved in the shared contract after Nov 2011.

5.5
I propose that we keep our options fully open and investigate alternative software / hardware solutions that would best suit our working practices.

5.6
Further work within the current partnership will enable knowledge and best practice sharing.

5.7
Bringing level ‘C’ reception staff on line to the CRM system should ensure we no longer utilise casual staff.

5.8
High costs for the interfaces, mean that true back office integration is not viable.  We will therefore be investigating options that have either very low or nil expenditure.  It needs to be appreciated that those methods would probably incur slightly increased staff time.

5.9
The CRM scripts require change to ensure sufficient information is collected and meaningful reports can be produced; some changes have already taken place.

5.10
The existing reporting facilities are inadequate, and an add-on software solution will need to be purchased.

5.11
Further discussions with Service Managers will hopefully allow work practice changes so that the Contact Centre can answer more calls at the first point of contact.

5.12
Contact Centre staff are to be trained in the full level ‘B’ reception requirements, so they can assist the TIC personnel in covering during holiday / sickness.

5.13
It is intended to increase the utilisation of the Contact Centre for outward going contact as well as the usual information provision.

5.14
Responsibility for the web sites Frequently Asked Questions (FAQ), and A to Z content is to be transferred to the Contact Centre.

5.15
We are investigating using the Contact Centre for:

· First level of checks on eligibility for Energy Efficiency Grants.

· Promoting Fire Safety Checks by the Fire Brigade for house smoke alarms.

· Directly inputting requests by the customer to the LCC CRM system via SelfServe, therefore removing the need for them to make another call to LCC.

6 
Risk assessment   

6.1 
Resources: 

(a) 
Financial – The SSCC project is just over 4 years into a 7 year financial commitment (currently £55k per annum) 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 FTE Customer Service Advisors plus a working Supervisor.  Temporary staff are available but not envisaged to be needed 


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
RECOMMENDED THAT COMMITTEE

7.1
Support and approve the proposed 12 month plan.

PETER HOTHERSALL

ICT MANAGER

PF21-09/PH/AC

22 May 2009
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