Appendix C

Schedule 2 of contract between Carlisle City COuncil and Capita

Software

INTRODUCTION

The software solution specified by Capita in the Consultancy Blueprint will contain the following (with all software modules to include the relevant software licence). All modules shall be delivered with Specification Consultancy, Implementation Services, Project Management Services, Technical Consultancy, Application Training Services, Technical Design Consultancy, Ingres Database Consultancy and Network Consultancy.  All Software specified as part of the Consultancy Blueprint shall (when the Consultancy Blueprint is accepted by the Council) form part of this Schedule and the Software.

Capita shall provide fully functioning CRM software and appropriate Capita Direct Modules as well as integration with BT Contact Central and the Council’s hardware and software infrastructure.

1. Capita Direct Contact CRM

Functionality-
1.1 Provides the desktop, application and customer database.
1.2 Ensures agents and databases are kept fully up-to-date with customer information.

1.3 Provides single click switching from one customer contact to the next.

1.4 Retains the full context of the transaction via the CRM.

1.5 Any number of customer contact categories, defined by the Council at implementation or later can be created in the Capita CRM. These categories will allow operators to add and view comments and view or track information in respect of contacts and tasks held in the system.

1.6 A customer profile is generated and will be accessible, where access rights are granted, to operators to add and view information relating to the customer.

1.7 This profile includes:

1.7.1 Contact details, for example telephone number, address

1.7.2 List of all calls logged against the customer - with drill down capability

1.7.3 Contact group references and types – with drill down facility

1.7.4 Related contact information, for example, family members, business relationships
2. Capita Knowledge Management

Functionality-

2.1 Capita Knowledge has four main modules:

2.1.1 Search - Users will be able to ask a question of a range of community knowledge bases.  Questions can be directed to one knowledge base or a search conducted of all. If a suitable answer is returned the 'neural' element learns to make a stronger association between the question and the chosen answer. This assists users who may ask a similar question at a later date. If no relevant answer is found, the question can be escalated to the World Wide Web to search external sources for a resolution. If the search is successful, a link is created to the external site for future reference.

2.1.2 Expertise - In the event that the Search Module is unable to locate a suitable answer, the originator will be able to escalate the question to an expert or group of experts chosen via a taxonomy. Experts will be able to respond in a variety of ways with simple text, web content or excerpts from documents.

2.1.3  Collaboration – Experts will be able to initiate a live web-based chat to ascertain the real issue and proceed with the required response. Once a resolution is forthcoming, the relevant knowledge base is updated with the detail of the interaction and future questions of a similar nature can be resolved without recourse to an expert.

2.1.4 Administration and Tools - Enables community managers to understand the dynamics of their respective communities, by making available statistics that highlight knowledge gaps, training needs, areas of expertise as well as user and expert participation.
3. e-Forms

Functionality-
3.1 Provides a solution for all requirements of forms that will be delivered to the public initially through the web. 

3.2 Provides a solution for interacting with the public through on-line data collection and intelligent interaction. 

3.3 Officers directly involved in delivering services will be able to create forms and process the returns.

3.4 Each form is created by officers in service delivery areas, and then published to the corporate website and intranet for completion. Forms completed by the public or officers are returned to the correct person for resolution. Completed form information will be routed to other back office systems, including the CRM. Validation is carried out on field entries as each form is completed; this ensures that information is accurate, speeding up the process for both the public and the authority.
3.5 Capita will work with Carlisle to develop electronic forms, where beneficial to the end customer. Capita will develop up to a maximum of 25 forms.   As part of the eForms delivery, specific training will be provided to transition skills to Carlisle staff to enable them to develop & complete additional forms. Capita recognises that certain forms will be cast in PDF whilst others may be condensed and used as an e-form, as such and in our previous experience Capita will work with the users to assist them in completing the e-forms, however the responsibility of developing these forms will rest with Carlisle.
4. Capita Direct e-Citizen Portal

Functionality-

4.1 Provides an eCitizen module that will enable citizens to self-register on the Council website and “subscribe” to services/information provided by the Council.

4.2 The subscription uses a unique identifier and PIN, where the unique identifier can be a CRM ID, account number, GIS reference or other item of data.

4.3 Customers will be able to track enquiries logged with the Council because calls, regardless of where they are initially placed will always be passed, either in an actionable or “For information Purposes” only format to the central Capita CRM repository.

4.4 Citizens will be able to :

4.4.1 Register on the Council’s website

4.4.2 Generate their own user name and password

4.4.3 Securely access a personalized view of Council Services

4.4.4 Access confidential information on the website

4.4.5 Access citizen-specific information

4.4.6 Receive either messages or e-mails on subscribed information

4.4.7 Review customized local information from trusted 3rd parties
5. Benefits Direct Public

Functionality-

5.1 Provides benefit claimants with online access to details of individual benefit claims.  

5.2 Claim information includes full details of awards, payments made, payment schedules and overpayments, along with assessment and circumstances used in the calculations.

5.3 Information will be accessible directly through the Council web site or indirectly through the Contact Centre.  Where Data Protection legislation allows, information will be provided to other parts of the Council either over the intranet or through the Capita Direct CRM.

5.4 Should further information be required, this will be requested and provided using online interactive forms.  For example citizens will be able to notify changes in circumstances and request applications for Council Tax or Housing Benefits.

5.5 Citizens will be able to:

5.5.1 View notifications and other correspondence

5.5.2 Notify changes of circumstance

5.5.3 Review history of past payments and details of future payments

5.5.4 Examine assessment details

5.5.5 View current award and calculation details

5.5.6 View overpayments and accept payments online

5.5.7 Retrieve claim forms online

5.5.8 Access Rent Officer decision details
6. Council Tax Direct Public

Functionality-

6.1 Provides online access to details of individual Council Tax accounts. 

6.2 Account information will include outstanding balance, any discounts or reliefs and all payments made along with basic account and property details. Using the postcode or address search, Citizens will be able to view Council Tax banding information together with the current year’s gross charge for all properties in the area. 

6.3  Should further information be required, this will be requested and provided using online interactive forms.  For example citizens will be able to apply for discounts and exemptions, log changes of address and change payment methods. 

6.4 Secure subscription to accounts through a one-off reference and password will be provided to ensure security and protection of private information.

6.5 Citizens will be able to:

6.5.1 Apply for discounts, exemptions and disability reductions

6.5.2 View personal account information

6.5.3 View payment schedules

6.5.4 Process change of address

6.5.5 Change payment method, for example to Direct Debit

6.5.6 View correspondence including bills and reminders

6.5.7 Access banding information

6.5.8 Pay Council Tax bills online
7. Business Rates Direct Public

Functionality-

7.1 Provides online access to details of individual National Non-Domestic Rates accounts. 

7.2 Account information available will include outstanding balance, any relief and all payments made along with calculation details. Using the postcode or address search, Citizens can view rateable values together with the current years gross charge for all rated properties in the Council. 

7.3 .Should further information be required, this will be requested and provided using online interactive forms. For example, Citizens will be able to apply for different types of relief including charitable, empty and partial occupation, log changes of address logged and change payment methods.  

7.4 Secure subscription to accounts through a one-off reference and password will be provided to ensure security and protection of private information.

7.5 Citizens will be able to:

7.5.1 Apply for all types of relief including Charitable, Empty, Partial Occupation and Rural Settlement

7.5.2 Review personal and company account information

7.5.3 Access payment schedules

7.5.4 Process change of address

7.5.5 Change payment method, for example to Direct Debit

7.5.6 View bills, reminders and other correspondence

7.5.7 Access Rateable Values for any property

7.5.8 Pay Business Rates online

8. Licensing Bookings & Permits Direct Public

Functionality-

8.1 Enables citizens to request and order licences and/or permits on-line.  Where a payment is required this can be facilitated though Internet Payments, enabling only a successful payment to authorise the order/request.  Where payment is unsuccessful request/order is not approved and the customer informed accordingly.  Where no payment is required the request may be processed as an independent transaction.

8.2 The Bookings facility will allow the Council to create a booking process for any type of resource.  The module will be accessible on the Internet, intranet or extranet.

9. Public and Private Consultation

Functionality-

9.1 Access to the topics of this facility will be available to all Council stakeholders including Members.

9.2 Participation in any of the topics will require the user to be registered and logged on to the eCitizen Portal.  Private topics may have a separate PIN and password, which is linked to the Citizen profile at creation and therefore need only be set up once.  The Council would be responsible for the issue and administration of PIN numbers and passwords for Private Topics used in the Consultation element. 

9.3 The Citizen will initially be presented with the list of Topic Groups. Expanding the Topic Group will list all the Topics within the Topic Group and selecting a particular topic will give the user access to any elements that have been created for it. These are at the discretion of the Council but could include:

9.3.1 A description of the topic 

9.3.2 The end date of the topic

9.3.3 The “Display Until” date for the topic

9.3.4 Details of any documentation associated with the topic

9.3.5 Details of any questionnaires associated with the topic

9.3.6 Details of any opinion polls associated with the topic

9.3.7 A form for sending confidential comments 

9.3.8 A form detailing reasons for an suspension to a Point on a Discussion Board 

9.3.9 A Discussion Board

10. Member Services

Functionality-

10.1 Provides a secure portal through which Members will be able to access information relevant to their Statutory and Scrutiny responsibilities, including Committee Minutes, Agenda and supporting documentation.

10.2 Members will be able to Consult with each other, within closed groups, by means of private discussion forums and chat rooms.

10.3 The Council will be able to assess public opinion on a wide range of issues and provide an effective and, if necessary, discrete means of consultation with any working partners or interested groups.

11. Interfaces

Capita shall be responsible for ensuring all software supplied as part of the System interfaces with all Council hardware and software infrastructure.  As part of the Consultancy Services Capita will be expected to identify all necessary interfaces and to factor such interfaces into the software provided as part of the System.

12. CONTACT CENTRAL 

Funtionality-

12.1 Capita as prime contractor will deliver Telephony by sub contract to BT for the BT Contact Central solution, which will underpin all of the Council’s voice interactions with both Citizens and Businesses. 

12.2 Contact Central will be provided for the use of front line staff at any council location (including remote and home users where the supporting infrastructure allows).

12.3 Contact Central will provide a mechanism to track all voice contacts with the Council through to resolution from the following contact channels:

12.3.1 Face to Face (where the face to face person is a Contact Central agent

12.3.2 Telephone

12.3.3 Electronic Mail (including option for SMS messaging)

12.3.4 White Mail Correspondence

12.3.5 Fax

12.3.6 Electronic forms

12.3.7 Internet (including co-browsing, web chat and collaboration)

12.4 Capita will ensure that the Capita CRM with the ability to deliver a contact to any Agent group or individual Agent within the Carlisle Council. 

12.5 Contact Central will:

12.5.1 Implement and deploy Contact Central for 25 Council employees, including user training to start pre go-live and completion within the first 1 month of the go live date. 

12.5.2 Integrate Contact Central with the telephony system through the use of a CTI interface, enabling the use of “screen pop” facilities

12.5.3 Deliver Supervisor functionality to manage the agent profile and access through skills/competencies.

12.5.4 Deliver Supervisor functionality to monitor and manage queues

12.5.5 Deliver Supervisor functionality to Real time and historic reporting of calls

12.5.6 Deliver Supervisor functionality to monitor and manage agents

12.5.7 Deliver Supervisor functionality for Work Force Management of agents

12.5.8 Develop a standard suite of reports to provide performance management information for the Council
12.5.9 Have the capability to record all transactions for training or review purposes
