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1 
PURPOSE

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

2 
Relevance to the Council’s ambitions and priorities:

2.1 Implementation of the Onyx CRM 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 In November 2004 the Council agreed to join with its Lancashire partners to implement a Shared Service Contact Centre. The agreement provides each partner with new Customer Relationship Management (CRM) technology – Onyx ‘One Serve’, that will improve the way it serves its customers – the general public. 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 the Council (IEG Priority Outcomes, BVPI 157 and LPSA Target 12) are satisfied.

3.2 The partnership approach allows all partners to implement the new technology based on their particular local circumstances. Although implementation has been delayed overall the Partners have now achieved ‘Go Live’ status in one form or another. This report summarises the progress achieved by Ribble Valley.
3.3 Before reviewing progress it is worth reiterating why we entered into the Partnership. The CRM will transform the quality of response provided to our citizens. 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. 

3.4 In return for receipt of IEG Funding the Council is obliged to deliver a number of Priority Outcomes as determined by ODPM by December 2005. The achievement of a large number of these is dependant upon the successful, full implementation of the CRM/Contact Centre, inparticular G8, R16, G22, G24, G25 and R27-29. Successful achievement of the Priority Outcomes is also expected to be fundamental to the Council’s aspirations to improve its CPA categorisation at its next assessment. This will be detailed in the new framework that will be published shortly.

3.5 One of the key Priority Outcomes is R27 that requires the Council to resolve enquiries at the first point of contact – the so-called ‘first time fix’. Achievement of this also addresses our obligations under the LPSA Target 12, successful achievement of which will result in a share of the Performance Reward Grant of £1.3M. Performance across the Partnership is currently 71% and needs to reach 81% by March 2006 if the target is to be met. In order to address this target we need to be able to record the total number of calls received and the number of lost calls. This can only be achieved by full implementation of the CRM and so successful completion of this project will be key to our achievement of this.

3.6 The integration of the CRM to Ribble Valley’s own, back-office systems is not discussed here as it is a common requirement to all options, being an essential pre-requisite to the effective operation of the CRM (avoiding the need to duplicate inputting of information) as well as being specified in it’s own right by Priority Outcome G24, required by March 2006. The costs of integration are known to be high and so it is recognised that this will have to be the subject of further reports in the future.

4 PROGRESS

4.1 Implementation of the project at Ribble Valley has been impeded two major factors - the lack of suitable, discrete accommodation in which to locate the telephony function (or ‘Call Centre’) and the difficulties caused by the repeated failures of the Council’s replacement telephone system to provide a consistent, reliable service.
4.2 In February 2006 developing circumstances conspired to provide an ideal opportunity to remedy this situation. A replacement telephone system was installed in January which provided a stable and reliable platform on which to build the new technology. Secondly the introduction of the Council’s three stream waste collection provided a small and discrete service that was ideally suited for introducing the new customer focussed service. 
4.3 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. Using the existing telephone technology two members of staff are now providing a dedicated telephone helpline to resolve customer enquiries regarding the three stream waste collection. 
4.4 The Streetscene Helpline (Call Centre) was initially located on a temporary basis adjacent to the Council’s Main Reception. However during the last two weeks of March new wiring to the room formerly occupied by the Typists has allowed the establishment of the ‘Call Centre’ there. The Typists have been re-located across the corridor to the office formerly occupied by the East Lancashire e-Partnership (ELEP). In turn ELEP have temporarily re-located with the Call Centre pending a permanent re-location with other ELEP staff elsewhere in the County.      
4.5 Additional cabling works at this time by our sub-contractors MacFarlane will provide access to the Call Plus product and Onyx CRM that will provide an enhanced technological solution to support the new Call Centre.

5 NEXT STEPS

5.1 The introduction of the three stream waste collection has provided a significant additional workload for the Council that has been accommodated by the new Call Centre. However it is anticipated that the number of enquiries associated with this new service will reduce over time as users become familiar with the service. Pending the introduction of Phase 2 of the new Waste Collection service it will be necessary to identify and direct new areas of work into the Call centre to optimise capacity. 

5.2 Currently the intention is to extend the service by introducing enquiries relating to  other aspects of the Cleansing Service (missed bins, bulky household refuse enquires etc) then gradually broaden out the range of services handled by the Call Centre as the knowledge and expertise of Customer Service Advisors increases. 

5.3 The (Contact Centre) Working Group will consult with relevant Service Managers to determine a programme for the ‘rolling out ‘ of the Service to accommodate new services over the coming months. The Group will also determine the timetable for introducing the use of the CRM technology to support the handling of enquiries and service requests, although this will largely be determined by the state of readiness of the product which has itself been plagued by difficulties and is currently running approximately twelve months behind its original implementation date.

5.4 The outcome of these discussions will allow a firm project plan to be drawn up which can form the basis of a future progress report to this Committee. 

6 RISK ASSESSMENT

6.1 Resources: (a) Financial - The SSCC project commits the Council to a 7 year financial commitment to the Partnership that 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 to staff the Call Centre. The project has also involved a substantial time commitment from the E-Government Officer, ICT Manager and 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. 

6.2 Technical, Environmental and Legal: none.

6.3 Political: none.

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

7 RECOMMMENDATION
7.1 It is recommended that Committee:

(i) Notes the progress achieved in respect to establishing a Call Centre and notes the future plans for further implementation of the Contact Centre solution over the coming months.

For further information please contact Jeff Fenton, Corporate Services Manager 

 tel. 01200 414593.

7.1.1 y of the other District partners, it has been agreed that the first services that will be integrated into the Contact Centre will be Revenues and Benefits, together with a number of Streetscene services. There are two possible options for handling telephone enquiries. These are explored below.
7.1.2 Under both options callers will continue to either (i) dial a Service Department direct (DDI) or (ii) ring the RVBC switchboard (425111) who will connect them to the relevant department. The MacFarlane telephony (Northgate CRM) network will automatically route the call to specialist agents within the relevant service area. The enquiry will be dealt with using the CRM by raising a Service Request and/or e-mailing the relevant department to deliver the service. For face to face enquiries personal callers to the Council offices will be received as now at the same locations (dispersed across 3 floors) but the enquiry will be dealt with using the CRM. 
7.1.3 The choice of approach occurs at the point when all the designated agents are occupied. Under Option 1 these ‘overflow’ calls are passed to other agents within the Contact Centre environment but who are outside the specialist service area and so are less capable of providing a comprehensive response. In this scenario they would have to resort to taking a message until they had developed the required level of expertise in the service. There would also be the possibility of overflow calls from one service area far outnumbering those from another area – requiring staff from one area to handle calls for another. This would represent a break from the current way of operating and require a commitment towards generic working. 

7.1.4 Alternatively overflow calls could be retained within the specialist, service environment and routed to the next available member of staff in the ‘back office. This option has the advantage of specialist staff being able to bring the required level of expertise to the enquiry but, in so doing, further entrenches the current, departmental approach with only limited movement towards generic working. 
7.1.5 For face to face enquiries personal callers to the Council offices will be received as now at the same locations but the enquiry will be dealt with using the CRM. 

7.2 

The feasibility, advantages and disadvantages of each of these options is subject to further detailed consideration by officers over the coming weeks. detailing all the various steps that need to take place in the period leading up to ‘Go Live’ readiness. The choice of option will also determine the number and location of workstations needed to achieve implementation 
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