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Summary and Recommendations:

The executive is asked to decide on its preferred long term option for providing debtors paying in person facilities to make payment i.e.


Option 1


Post Office Payment Facility supported by a Civic Centre cashier facility as part of the customer contact centre arrangements.


Option 2


Replicate the current purpose built civic centre cashiering facility in the new design for the ground floor and customer contact centre.

Members are asked to note.

(i) That option 1 (post office facility) is broadly self financing.

(ii) That option 2 would require significant capital expenditure in resiting the current Rates Hall facility.

(iii) Introduction of any Post Office facility will mirror the timetable for introduction of the long term customer contact centre arrangements.
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LOCAL “IN PERSON” PAYMENTS FACILITIES

1. INTRODUCTION

1.1 In progressing the long term arrangements for the Customer Contact Centre the Council must make an early decision on whether or not to include a new purpose built ‘secure’ cashiering facility within the design of the new Customer Contact Centre i.e. replicating the current Rates Hall facility.

1.2 Alternatively or in addition the Council could offer debtors who want to pay in person a Post Office payment facility enabling customers to pay debts locally (similar to the scheme introduced for housing rents). 

1.3 The canvassing of views of relevant officers, Portfolio Holders and most important that Council’s customers suggests that the post office payment facility would be the preferred option.  However the consensus was that a ‘reduced’ payment facility should still be maintained at the Civic Centre should some customers still want to pay in person.

1.4 On cost grounds the Council cannot justify operating both a Post Office facility and a secure Civic Centre cashiering operation (at a cost of up to £50,000 pa in post office transaction charges).

1.5 This report advises members on the issues and seeks a decision on the long-term facilities to be offered to debtors who want to pay accounts in person.

2. CONSULTATION WITH CUSTOMERS

2.1
A survey of Council Tax Payers using the current Civic Centre facility has indicated that 75% would use the Post Office rather than the Civic Centre if the facility was available.  It also indicated that most Civic Centre customers live in the urban areas (84%) and it is the Post Offices in these areas that would mainly benefit from introducing a Post Office payment facility.

2.2
Implication of Survey Results
25% of Council Tax customers (plus the less significant numbers of payers of other accounts) still wanting to use a Civic Centre facility suggests that such payments would need to be absorbed within the remit of Customer Contact centre i.e. a secure purpose built payment facility taking less than 200 payments per day would be uneconomic.

3. CURRENT COSTS OF CIVIC CENTRE FACILITY

3.1 The direct cost of the current service of cashiers manning the Civic Centre facility (2.5 WTE plus casual support) is 

    £


Front line Cashiers




60,000

Direct Supplies and Service


  4,150







         £64,150

4. COST OF POST OFFICE PAYMENT FACILITY

4.1 Estimated costs of a Post Office payment facility based on minimum and maximum likely take up

Take Up

5,000 Council Tax

6,000 Council Tax





Payers


Payers

£



£

Set up Costs

7,000



10,000

Revenues Costs    42,000


   
48,000


Transactions

(based on 20 

Payments per 

Year per CT 

payer)

Other Costs

5,000



5,000
Total Revenue       £47,000

       £53,000

Costs

4.2 Taking the average cost, offering Council Tax payers a post office payment facility would be in the region of £7,500 in set up costs and £50,000 pa in recurring revenue costs.

4.3 the post office payment facility would therefore be self-financing providing the Civic Centre facility was not replicated under the new contract centre arrangements.

5. LONG TERM CIVIC CENTRE CASHIER ARRANGEMENTS

5.1 Should the Executive opt to replicate the current Civic Centre payment arrangements i.e. reject the post office payment facility the cost of including a purpose built ’secure’ cashiering facility in the new Customer Contact Centre would be significant.

5.2 However should the Executive opt for the post office payment facility the much reduced  number of Civic Centre ‘in person’ transactions estimated at a maximum of 150 per day would be absorbed into the duties and responsibilities of the Customer Contact centre. 

5.3 Secure workstation and back office security routines would be introduced to avoid the need for a ‘secure’ purpose built payment facility.  There would also be residual budget available of approximately £14,000 (£64,150 - £50,000) to maintain a  dedicated cashier (1WTE) within the Customer Contact Centre arrangements.

6.
TIMETABLE

6.1 Should the Council opt for the Post Office Payment option it could be introduced to the following timetable.

July 2003


Girobank Demonstration/post office facility

July 2003


Acceptance & Contract with Girobank

July – Aug 2003

Canvas customers who currently pay at Civic Centre

Sept 2003


Send database of customers to Girobank

Oct – Dec 2003

Acceptance & Testing of software

Jan 2004


Training

April 2004


Go ‘Live’

6.2 Obviously the timetable could be revised to mirror the time table for the introduction of the customer contract centre and Carlisle Housing Association vacating the ground floor accommodation.

7.
OTHER ISSUES

7.1
Local Economy

From a local economy prospective a post office payment facility would be very popular with local post offices as well as Council Tax payers.

7.2
Carlisle Housing Association

Should the Executive opt to introduce the post office payment facility the introduction date would need to dovetail in with the opening of the new Customer Contact Centre which is reliant on Carlisle Housing Association vacating the ground floor.  Also the Council would not be in a position to take CHA rent payments (currently due to discontinue on 31 March 2004).

7.3.1 Staffing

There are no staff redundancy implications of introducing the post office payment facility as effected cashiers have been given assurances that they will be relocated within Revenues and Benefits or the Customer Contact Centre.

8. RECOMMENDATIONS

8.1
The executive is asked to decide on its preferred long term option for providing debtors paying in person facilities to make payment i.e.


Option 1


Post Office Payment Facility supported by a Civic Centre cashier facility as part of the customer contact centre arrangements.


Option 2


Replicate the current purpose built civic centre cashiering facility in the new design for the ground floor and customer contact centre.

8.2 Members are asked to note.

(iv) That option 1 (post office facility) is broadly self financing.

(v) That option 2 would require significant capital expenditure in resiting the current Rates Hall facility.

(vi) Introduction of any Post Office facility will mirror the timetable for introduction of the long term customer contact centre arrangements.

9.
REASONS FOR RECOMMENDATIONS


Long term planning indication for Customer Contact Centre.

10.
IMPLICATIONS

· Staffing/Resources – will require minor staff redeployment.  Staff have been given reassurances of no redundancy implication of initiative.

· Financial – The Head of Finance has been consulted as to the financial implications.  Resources would need to be agreed to cover the set up costs from within existing budgets

· Legal – N/A

· Corporate – N/A 

· Risk Management – Risk of increased costs if more Council Tax payers take up option than predicted.  Full risk assessment will be undertaken of new Customer Contact Centre cashiering arrangements.

· Equality Issues – N/A

· Environmental – N/A

· Crime and Disorder – N/A
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