Appendix C

Schedule 1 OF Contract Between CARLISLE CITY COUNCIL AND Capita

Consultancy Services

INTRODUCTION

Capita shall provide the Consultancy Services including the associated review of the existing Council hardware and software infrastructure in order that they may specify an appropriate contact centre solution to the Council in the form of the Consultancy Blueprint in accordance with Clause 3 of the Agreement.  The Consultancy Services shall include the Tasks below and the specified output of each Task shall be signed off by the Council when such output document is produced to the Council's reasonable satisfaction.

The flowchart set out in Appendix 1 to this Agreement shows the work flows for the Consultancy Services.

TASKS

Strategies

1. Benefits Realisation

1.1 Purpose: Development of a strategy through a series of meetings and workshops (as appropriate) to agree how benefits related to business process reengineering and refocusing services through the contact centre shall be measured and tracked.
1.2 Output(s): A Benefits Realisation Strategy document that has been developed in conjunction with the Council
2. Service Model/Contact Centre Design/Public Contact

2.1 Purpose: Confirmation of the Council’s vision, strategy and overall approach to service model design and implementation, through Visioning workshops with senior management, appropriate Members and other stakeholders

2.2 Output(s): (1) An written articulation of the Authority’s strategy for e-government and customer contact; (2) A PowerPoint presentation for use with a wide range of stakeholders

3. Business Case development methodology

3.1 Purpose: The development of an agreed approach to business case development in order that the Council can take business decisions relating to associated and or subsequent projects/programmes of work

3.2 Output(s): A framework document for the development of business cases

4. Knowledge and information Management strategy

4.1 Purpose: Development of the Authority’s Knowledge Management Strategy to establish the principles for the management of knowledge and information in delivering customer-facing services. This will outline, at a high-level, what the knowledge needs of the Council are and will drive the implementation of the Council’s Knowledge Management solution. Capita will facilitate a series of workshops with senior managers and stakeholders

4.2 Output(s): A Knowledge & information Management strategy for approval 

5. Performance Management structure

5.1 Purpose: (1) Joint work with senior managers to develop a performance management structure for the Contact Centre, capable of integration with the Council’s corporate performance management structure; (2) Development of key performance indicators for the contact centre, to underpin the performance management framework and assessment of MIS requirements for compiling ongoing performance data.

5.2 Output(s): (1) A jointly developed approach and a set of documented principles that will guide performance management in the contact centre and govern hand-offs between the contact centre and business units. (2) Schedule of KPIs for the contact centre and list of MIS requirements to monitor agreed KPIs.
6. BPR design and set up

6.1 Purpose: The specific BPR approach to be used and Council resource requirements; An agreed approach to determining priorities for the transfer of services to the contact centre; Identification of the data that will be required in order to complete the BPR exercise; The level of investment that it would be sensible to invest in detailing existing processes; What other comparative/benchmark data can be used in order to supplement existing internal service data; The extent to which the Council can commit to using generic processes to ensure consistency (subject to service specific needs) in order to enhance efficiency and reduce effort; How future services might be grouped from a customer perspective and to reflect ‘first time resolution’; The stakeholders to be involved in the BPR review; How far the ‘end to end’ processes should be re-engineered as part of this programme of delivery in order to contain initial consultancy costs; A BPR section to be included in the PID to be jointly agreed by The Council and Capita; Identifying and prioritising those services which are to undergo BPR

6.2 Output(s): A report on the design and set-up of the BPR to allow the outcome of the BPR to properly inform and influence the Consultancy Blueprint and to allow the BPR to operate properly and efficiently.
7. Change Management

7.1 Purpose: Support for the Council’s HR team and senior managers around the implications of implementing a major change programme; provision of advice to identify issues and to aid planning and communications; Support for Contact Centre managers and team leaders to establish management and supervisory arrangements, including ethos, MIS requirements, staffing rota and staff incentivisation.

7.2 Output(s): Issues paper; Change management framework document; Personnel Checkpoint meetings; written union negotiation advice; written organisational restructuring advice; Document setting out proposed management ethos for contact centre; MIS requirements identified and documented

Information Base

8. Guidance and support for the Council to collect information

8.1 Purpose: Taking the Knowledge & Information Management strategy to guide the development of the structure of the Knowledge base, Capita will develop and agree a methodology for capturing, and maintaining information at an operational level

8.2 Output(s): Documented knowledge and information management procedures; Written plan and methodology for collecting information from across the Council; Fully documented Metadata template for information collection
9. Support for collation and development of comprehensive Knowledge Base

9.1 Purpose: Identify Information Leaders in each Business Unit; Launch the Knowledge base software across the Business Units; Provide one-to-one and hotline support to resolve queries; Regular briefings across the Council to maintain interest in collating information; Support and training for Information Leaders to ensure knowledge management strategy is fully understood and rolled out across the Council.

9.2 Output(s): Quality assured content in appropriate format for loading into the Knowledge Base

Corporate High Level BPR - Scoping and Review

10. Identifying opportunities and development of a list of recommendations for further examination

10.1 Purpose: Scoping and information gathering exercise across all customer facing processes; Launch workshop with Business Unit Champions; 1-2-1 set-up meetings to initiate information gathering; Compilation and assimilation of data into Business Unit data packs; Challenging of current service delivery for identification of Quick Wins.

10.2 Output(s): A schedule of processes with potential to transfer into the Contact Centre; Business Unit data packs; Report detailing Quick Wins identified across the Council
11. Enhanced scoping review

11.1 Purpose: Modelling of volumetric data from BU data packs using Eralang simulations; Assessment of IT and other dependencies for each process; Establishing sizing and seating requirements of process bundles; Developing phasing plan for transition of all processes into the Contact Centre, based on detailed analysis of service potential/risk/cost/timescale.

11.2 Output(s): Fully evaluated processes with potential to transfer to Contact Centre, including benefits/costs/ dependencies; Detailed phasing plan for transition of all services bundles into the contact centre; Sizing and seating requirements articulated in a report; Statement of key assumptions and sensitivities for staffing calculation

BPR
12. End to end BPR, including implementation for 3 service areas – provisionally Revenues, Licensing and Parking

12.1 Purpose: Establishment a joint BPR team to transfer BPR skills to a Council team; A series of workshops with Process Experts and Business Unit Lead Officers; Process mapping and service delivery modelling in between workshops, followed by sign-off of maps by Business Unit Lead Officers; Support and guidance provided through the implementation phase with organisational structure, performance management requirements, transition of staff; Additional time and effort for Licensing to develop the ‘green field’ operation for Liquor Licensing.

12.2 Output(s): Signed off current state process maps; Signed off future state process maps with business rules; Identification of personnel to transfer to the contact centre; Implementation plan to deliver the changes; Support to deliver the implementation plan; Signed-off Functional specification (to advise the software element of the Programme); New service delivery model for Liquor Licensing
13. Development of a strategy and plan for training
13.1 Purpose: HR specialists to work with Council HR managers to develop and agree training strategy for Contact Centre staff; Support to HR managers to develop training needs analysis, and training plan

13.2 Output(s): Training plan and strategy for Contact Centre staff, incorporating customer care, new processes, CRM software and module software training

Infrastructure

14. Infrastructure review

14.1 Purpose: A review of the existing Council IT infrastructure, including servers, networks and telephony.  Provide a technical architecture for the CCC Contact Centre Solution, including appropriate links to back office services.  Identify those elements of the existing infrastructure, which can be re-used within the new technical infrastructure.

14.2 Output(s): Output: Infrastructure Review containing the following: Description of existing systems, including servers, desktops, networks, telephony and applications; A description of the proposed systems, including servers, desktops, networks, telephony and applications; Recommendations on the reusability or otherwise of existing components.
Property

15. Property Consultancy

15.1 Purpose: To prepare appropriate documentation to allow the Council to build the the premises in which to house the contact centre following appropriate reviews of requirements, available sites and to tie-in with the proposed contact centre solution

15.2 Output(s): Design layout for contact centre to preferred location, including sketch options for utilising the main hall for face to face enquiries and benefits enquiries. Drawings to include:

(b) Contact centre (approx 25 seats in all)

(c) New front desk area (to accommodate 8 contact centre staff)

(d) Secure Cash/payment area.

(e) Post handling/fulfilment room

(f) Staff kitchenette

(g) 3 interview rooms

(h) Public display area

CONSULTANCY BLUEPRINT

Upon satisfactory completion of the Tasks, Capita shall produce the Consultancy Blueprint in accordance with Clause 3 of the Agreement.  Where Capita does not agree to amend the Consultancy Blueprint in line with the Council's representations or the Council does not agree the Consultancy Blueprint then the Dispute Resolution Procedure set out in Error! Reference source not found. shall apply save that where Stage 3 of the procedure fails to produce agreement between the parties, the Council shall be entitled to give 7 days written notice to Capita.  Unless agreement is reached within the notice period this Agreement shall terminate upon expiry of the notice period and the Council shall have no liability to make any further payment to Capita.

