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1 PURPOSE

1.1 To report the progress achieved with regard to implementing the Shared Services Contact Centre (SSCC) and e-government initiatives within Ribble Valley Borough Council.

2 
Relevance to the Council’s ambitions and priorities:

2.1 Implementation of the Contact Centre and associated electronic government (e-government) initiatives 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 At their meeting of 29th June 2006 Members received a report from the Corporate Services Manager in relation to the progress of IEG priority outcomes and the shared services contact centre. The Committee noted the progress and requested the Corporate Services Manager to prepare a further progress report to the next meeting of the Committee, including how the Lancashire Portal was being developed.

3.2 This report responds to this request (Minute 181) and provides an update with regard to the Contact Centre project and outstanding IEG initiatives including the Lancashire Portal.
4   SHARED SERVICES CONTACT CENTRE

4.1 In November 2004 the Council agreed to join the Lancashire Shared Service Contact Centre Partnership – a partnership of 6 District Councils and Lancashire County, to implement an improved system of customer interface for citizens.  The agreement provides each partner with new Customer Relationship Management (CRM) technology, networked across the County, that will improve the way each council is able to serve its citizens. As part of the agreement each partner has the flexibility to implement the new system in a way that best suits their individual circumstances, whilst ensuring that the mandatory requirements acting on each council (IEG Priority Outcomes, BVPI 157 and LPSA Target 12) are satisfied.

4.2 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 achieved ‘Go Live’ status in one form or another. This report summarises the progress achieved by Ribble Valley.
4.3 The CRM is expected to deliver many benefits. The extra functionality provided by the CRM will enable us to deal with requests for service and information both faster & more comprehensively than currently, in addition to providing a wealth of new management information. These benefits are expected to increase over time as the knowledge base is populated by increasing amounts of data. 

4.4 Implementation of the CRM will also help the Council meet a number of I.E.G Priority Outcomes as determined by ODPM, in particular G8, R16, G22, G24, G25 and R27-29. Successful achievement of these Priority Outcomes is also fundamental to the Council’s aspirations to improve its CPA categorisation at its next assessment. 

5 PROGRESS – LAUNCH OF RIBBLE VALLEY HELPLINE

5.1 On Tuesday 21st February Ribble Valley launched it’s ‘Streetscene Helpline’ which represented the Council’s first step in adopting a ‘Contact Centre’ approach to customer service. The service began by providing a dedicated telephone helpline to resolve customer enquiries regarding the three stream waste collection. 
5.2 The Streetscene Helpline (Call Centre) initially used the existing (Philips) telephone technology but w.e.f. 19th June adopted the Macfarlane Call Plus product that provides an enhanced technological solution to support the new Call Centre.

5.3 The staffing establishment for the Contact Centre was identified in the Corporate Services Unit Service Plan and was considered as part of the budget setting process for 2006/07. Approval was given to appoint two part-time and one full-time Customer Service Advisors. The posts were filled in June. 

6        NEXT STEPS – ADOPTING A ‘WIDE & SHALLOW’ APPROACH TO SERVICE      MIGRATION

6.1 The introduction of the ‘Helpline’ provided a significant additional workload for the Council that has been accommodated by the new Call Centre. However following the initial launch the number of enquiries associated with the new service has now reduced and it has become necessary to identify and direct new areas of work into the Call Centre to optimise capacity. 

6.2 Following extensive consultations, it was decided that the best approach was to begin by integrating the switchboard function into the Call Centre and thereafter to adopt a ‘wide and shallow’ approach to service migration into the Contact Centre. In addition to physically transferring the delivery of function from Level B Reception into the Call Centre, this has involved changing the role of the switchboard from simply moving calls on to actually resolving them wherever possible. As the knowledge and expertise of the (Contact Centre) staff increases with experience over time, so will their capability and capacity to handle a wider range of enquiries. Incrementally this will ‘free up’ small portions of time of professional and technical staff in the back office, thereby creating efficiencies. The first example of this is detailed in para.6.6 (below).  

6.3 The other service that has been successfully migrated into the Contact Centre to date is the related waste management function of special (bulky household) collections. In adopting the service the Call Centre staff identified the opportunity to develop and introduce a new system for the recording and allocation of service requests that has been welcomed by management as a marked improvement to the service. 

6.4 The routing of calls through the Call Plus system since mid June has allowed the volume of calls to be monitored and recorded. Whilst this is still in its infancy and is expected to be developed greatly over the coming months, the following statistics give an insight into the performance of the Centre over its first three months. This is provided in the table below.  
RVBC CONTACT CENTRE – SERVICE STATISTICS 15/6 – 28/9

	Call type – 1. Service requests         

                  2. Information requests
	Refuse collection, recycling, special collections

Other RVBC services + LCC services (adoption, highways, education, libraries etc)

	Number of calls received 15/6 - 28/9 (inc)
	22157   (Average 295 per day)

	Number calls answered
	21526

	Number calls abandoned 
	631 (2.8%)

	Number calls transferred/inquired 
	13265 (62%) / 3539 (16%)

	Number calls resolved at 1st point contact
	4722 (22%)

	Average answered call time (speaking)
	1 min 47 secs

	Average answered wait time 
	25 secs


6.5 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 (CC) staff. Subject to the availability of staff it is planned to allow CC staff the opportunity to spend time in departments to improve their understanding of the various services and identify areas where the Call Centre can provide added value.

6.6 The transfer of service requests for special collections to the Contact Centre has also resulted in a saving of 0.5 FTE from Level C Reception establishment. On 2nd August the Corporate Management Team agreed to defer replacing a vacancy for a part-time post that had arisen in there, pending an investigation into the workload. This is ongoing and progress will be reported in a future report. In the meantime the funding for the P/T post has been transferred to the Contact Centre. This will provide a small but much needed increase in the amount of available ‘cover’ for personal (convenience) breaks, sickness and annual leave. Importantly it will also provide some limited capacity to allow CC staff to meet with departmental staff for short periods to better familiarise themselves with the various services with the aim of improving the service they are able to provide to citizens (as outlined above). 

6.7 From the Partnership perspective the most significant development has been the recent decision to change the CRM product. After many months of problems trying unsuccessfully to implement the Onyx One Serve system resulting in the project overrunning by more than a year, the Partnership decided in early September to re-evaluate the capabilities of Onyx against an alternative product – Northgate Information System’s Front Office  - which is the leading CRM system within the public sector. The evaluation took place during the last weeks of September and a recommendation will be made to Partnership Board on 6th October for ratification by an extraordinary meeting of the Joint Committee to be convened shortly thereafter. A verbal update will be provided at the meeting.

7   PROGRESS ON E-GOVERNMENT AGENDA

7.1 Implementing Electronic Government (IEG) is an initiative driven by central Government to increase the adoption and take-up of electronic technology within local authorities. In return for Government funding (IEG grant) councils were required to address and implement a number of initiatives (or Priority Outcomes) geared towards improving local service delivery. 

7.2 Local authorities progress towards implementing the IEG Programme was monitored by IEG Statements - statutory, annual returns required by ODPM. These form an essential part of the national monitoring process for assessing electronic local service delivery capability against the annual targets and supports the aims of the National Strategy for local e-Government.  
7.3 As reported to the last meeting of this Committee the final IEG Statement - IEG6, was submitted to Government on10th April 2006. Overall the Council has achieved all of its requirements with just a few exceptions where implementation was not considered to be suitable or in the best interests of Ribble Valley. The majority of the outstanding Priority Outcomes are all dependant upon successful implementation of the CRM that is described above. (para. 6.5 refers)   

7.4 One of the major outstanding areas of work is developing a Community Portal (Priority Outcome G2) that will allow local organisations and community groups to create and maintain their own information online. This is known as the Lancashire Portal (or Lancashire Hotspot). Ribble Valley, together with 8 other Lancashire district councils, Lancashire Fire and Rescue and Lancashire County Council joined together to develop a portal in 2004 and entered into an agreement with Nesco to deliver the project. The project began to encounter difficulties in 2005 when it was found to be insufficiently developed to allow rollout to the Community. 

7.5 Work is still ongoing with partners to develop this facility including a series of meetings with Nesco/Clicks and Links to resolve outstanding problems. We are currently awaiting a position statement from LCC. A meeting of the Partnership is scheduled to be held on 3rd October and the outcome of this will be reported verbally at the meeting.

7.6 Another initiative closely related to both the Contact Centre and E-Government is the development of the Single Non Emergency Number (SNEN) or 101. This is a new initiative by the Government to provide an easily accessible, 24/7 service that will provide action, advice and information to the public on community safety issues. The E-Government Officer represents the Council on the Lancashire 101 Partnership.

7.7 On 6th October the Partnership submitted a business case for establishing a centre to host the service within the County. The Home Office is considering this proposal and  a decision is expected at the end of October. The project is scheduled to Go Live in June 2007.  

8   RISK ASSESSMENT
8.1 Resources: (a) Financial - The SSCC project commits the Council to a 7 year financial commitment to the Partnership. This has been set aside in all the relevant years budgets. A small additional budget to fund associated support expenditure has also been established in the 2006/07 Revenue Budget. (b) Staff – On 15th March Personnel Committee approved the establishment of two Customer Service Advisors posts. (para. 5.5 refers). The project has also involved a substantial time commitment from the E-Government Officer and the Corporate Services Manager. As the project is rolled out an increasing number of staff will be involved principally comprising the managers and staff of the Service Departments that are to be included in the Contact Centre. 

8.2 Technical, Environmental and Legal: none.

8.3 Political: none.

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

9   RECOMMENDATIONS

9.1 The Committee is asked to: 

(i) Note the progress achieved and future plans in respect of the E-Government agenda and establishing a Call Centre and notes the future plans for further development of the Contact Centre and outstanding E-Government initiatives over the coming months.

CHIEF EXECUTIVE

For further information please contact Jeff Fenton, Corporate Services Manager tel. 01200 414593.
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