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Progress Report on the Customer Contact Centre

1.
Introduction

This report provides a summary of the current situation and development since the last report to this Committee on 13th January 2005.

2.
Accommodation

The Customer Contact Centre was completely destroyed in the floods of January 2005. Emergency accommodation was found for the staff at Tullie House and the Old Town Hall until they moved back to temporary locations within the Civic Centre, located beneath the Council Chamber in MM/05.   

Customer Service telephony staff and Customer Services office space were moved to their permanent locations on the ground floor in January 2006 and work is underway to reinstate the public customer service area. This is on target to re-open in April this year.

The keepers, whose roles will be reviewed under the new structure, have moved to a new location next to the civic stairwell and a new reception desk has been built. 

3.
IT and Telephony Infrastructure

The Council’s main IT structure was reinstated and staff given access to Council networks within days of the flood. However, the telephone switch equipment was completely destroyed. This has been the subject of a separate procurement process, that has enabled us to upgrade to a VOIP (Voice Over Internet Protocol) system, a move which was planned for the future but accelerated by the need to reinstate. The contract has now been awarded and the switch will be installed and implemented in the Contact Centre in April.

4.
Software

The reinstatement of CRM software in the Contact Centre was split into an interim solution, returning us to what we had in January 2005, but excluding telephony, and a final stage, completing the original contract with Capita.

User Acceptance Testing of updated CRM and Capita Direct Public modules is still being undertaken on the interim solution and these will go-live shortly.

Project planning, with the aim of having the full Capita solution in place by April, is being undertaken. It is likely that the integration with the telephony equipment will be completed later as we are considering the use of a different supplier from that in the original contract.

Additional interfaces have been developed to enable us to pass information straight into the main CTS Information System from CRM records, and to pass Highways calls direct to the Capita Highways system, regardless of which Authority’s area the problem relates to.

The introduction of electronic forms, developed in-house, further enables customers to access our services using the Internet at a time and place of their convenience and facilitates tracking of service requests through the Contact Centre and into the back office.

6. Restructure

As part of the Council’s recent re-organisation, control of Customer Services transferred to the Community Resources directorate. The Customer Contact Centre is in a transitional phase, where responsibility for reinstating the service remains with the Head of IT, whilst the Head of Culture and Community Services is taking overall responsibility for the service and will lead on any new issues.

7. Conclusion

The Customer Service operation was one of the services where the flood had a major impact. Whilst the provision of customer services was re-established very quickly after the flood, reinstatement of the Customer Contact Centre will not be completed for some months.

Implementation of telephony equipment, software, operational procedures and performance monitoring are ongoing pieces of work. 

As Customer Services moves into a different directorate, its development may be reviewed and redefined to reflect the new organisational structure.  Where significant changes are proposed, these will be reported to Members via the usual channels.
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