Agenda Item No:            


CORPORATE RESOURCES OVERVIEW AND SCRUTINY COMMITTEE[image: image1.jpg]www.carlisle.gov.uk





Committee Report

Public



Date of Meeting:


3rd April 2008

Title:


CUSTOMER CONTACT CENTRE

Report of:


DIRECTOR OF COMMUNITY SERVICES

Report reference:
CS15/08

Summary:
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The performance of the CCC is based on delivery of services how would members wish to have this reported to the committee?
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1.0 INTRODUCTION

1.1
The Customer Contact Centre was first opened on the ground floor of the Civic Centre in November 2004.  The flood in January 2005 saw it move to a temporary base first at the Old Town Hall, then Tullie House, and the octagon below the Council Chamber before finally returning to the ground floor location in April 2006.

1.2 The service is based on three channels of communication:

· Face to Face

· E mail

· Telephone

1.3 The service currently employs 10.48 fte Customer Service Advisors plus 1 part-time Receptionist, 2 fte Telephonists, 2 Assistant CSA’s, 2 Supervisors and a Manager.  The majority of the original staff were transferred into the service from Revenue and Benefits or Cashiers.

1.4
The Customer Contact Centre currently handles -

· Approx. 220 queries face to face per day

· Approx. 290 queries phones per day

· Approx. 50 queries email per day

2.0 PURPOSE

2.1
The ethos of the Customer Contact Centre was and is to enable all customer contact with the City Council to become more efficient and help customers reduce the amount of time needed to resolve issues which they have to contact the Council about.

2.2 Currently the range of services include:

Face to face & Email– Council Tax, refuse and recycling, planning, licensing, concessionary fares, parking, environmental services, homeless, electoral registration, land charges, Carlisle Renaissance, corporate complaints, green spaces, leisure, tourism, benefits advice, community services, council policies, cashiers.

Phone – Council tax, refuse and recycling

3.0 THE FUTURE

3.1
When the Customer Contact Centre was agreed by Council there was an expectation that following an initial period, the Customer Contact Centre would encompass all Council services.  This does not mean that every service would be delivered in the Customer Contact Centre, but that all service requests and contacts would be via the Customer Contact Centre.  

3.2 This original plan was severely interrupted by the flood, however since the re-establishment of the ground floor location, the service has been involved in the move to alternate weekly collections.  

3.3 The next step is to move more of the Council services to the Contact Centre to achieve efficiencies throughout the Council.

3.4 This phase 2 development has a capital budget allocated to it of £150,000 to cover any one-off additional investments in infrastructure needed.  It is not intended to cover staffing related expenditure.  If additional staffing resources are needed as services are moved to the Contact Centre it is expected they will be as a result of re-allocation of staff undertaken as and when services are moved.

3.5 Fundamental to the success of the Customer Contact Centre is the need to ensure that the systems involved throughout the Council to deliver services are as efficient as possible.  They may need to be re-designed to ensure they are focussed on delivery of the very best services possible.  The Contact Centre can help in achieving this outcome and is integral to it.  Simply moving services is not itself going to achieve the changes necessary.

4.0 PERFORMANCE INDICATORS

4.1
Currently there are local indicators specific to the Customer Contact Centre such as the length of time to answer calls.  However, a new national indicator, NI14, has been developed which seeks to measure the amount of avoidable contacts generated within all public bodies including local authorities. The goal is to reduce avoidable contact to the lowest level possible. (This means that where a member of the public has to make contact for what ever reason with the City Council they should be helped, by way of the systems that are in place, to ensure that they do not have to make any avoidable calls, e mails etc.)

4.2 This NI14, will be measured through initially having a survey of customers, thereafter the Council will have to record all contacts and show how we have sought to reduce such contacts.

4.3 In 2004 Capita suggested to the Council that the following measures could be considered for assessing performance:

· Phone calls

· Performance of IT systems

· Data capture and storage

· Productivity

· Progress of transactions

4.4 A series of metrics were suggested to form the basis of a performance management framework, these would include: number of abandoned calls; time spent queuing; number of transactions completed per day per member of staff; time taken to clear email enquiries. In part some of this is still relevant but as would be expected, the situation has moved forward in the intervening four years, with NI 14 being a major driver for all public contact centres, along with the recommendations of the Varney Report which are now beginning to be felt.

5. THE FUTURE

5.1 The CCC deals currently with a range of services either completely or in a general form. Starting with environmental services which will be introduced in more detail by the end of April 2008, all other Council services will need be transferred to the CCC where the target is for the customer enquiry to be dealt with in its’ entirety. The requirements of NI 14 are that parking, planning, business rates, street cleaning and electoral registration are recorded and reported in the first wave of services and this is expected by October 2008.

5.2 A review of customer services, led by the Deputy Chief Executive, will shortly commence. This review will identify a timetable for migration of services to the contact centre, as well as efficiency savings and measures to improve accessibility to services. The Corporate Resources Overview and Scrutiny Committee will receive reports on this review during the municipal year 2008/09. The first stage of this review will produce a customer services strategy for the council.
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