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	EXECUTIVE SUMMARY:
	Following on from the report in March 2009, this report updates Board on the launch and progress of the Customer Contact Centre. 


	IMPLICATIONS:
	

	CONSULTATION:
	There are no consultation implications contained within the report

	ENVIRONMENTAL:
	There are no environmental issues arising from this report

	EQUALITIES/DIVERSITY:
	There are no equality and diversity implications arising from this report.

	FINANCE AND VFM:
	There are no risks or financial implications arising from this report.

	HEALTH & SAFETY:
	There are no health and safety implications arising from this report.

	LEGAL:
	There are no legal implications arising from this report.

	PERSONNEL:
	There are no personnel implications arising from this report  

	RISK:
	There are risks in terms of the organisation’s ability to meet Audit Commission recommendations if the Customer Contact Centre aims and objectives are not met.


	Background and Introduction
Historically, and as highlighted by the Audit Commission access by phone for 2010 customers has been complicated with no single point of contact to access our services or offices.  
The Swinton based Customer Contact Centre has been developed to consolidate the various local housing office numbers by diverting the existing numbers to a new golden number ‘0300 100 2010’.  Although repairs requests will continue to be dealt with by RBT Connect, Customer Contact Centre staff will be able redirect repair requests in addition to many other council enquiries.  

It is envisaged that the Contact Centre will effectively deal with & resolve 80% of enquiries at the first point of contact for all tenancy and estate management based calls during the hours of 08:30am – 17:30 Monday to Friday.  Resolved at first point of contact is defined as a phone call being resolved without any transfer to any other party within the business or any requirement for a call back.  

The Customer Contact Centre went live on 16th April 2009 and is now fully operational with a team of 9 Customer Service Assistants handling calls.  
In order to provide consistency and a seamless switchover for our customers, the new number has not yet been publicised.  It is intended that we promote the Customer Contact Centre and the new number both internally and externally within the next couple of months.  

Current Progress
A phased programme of taking the calls from the local offices over the next month was established based on the needs of the local teams with Dinnington & Maltby being the first offices to have their phones diverted to the new number.  Due the initial relatively low number of calls the programme has been brought forward to incorporate the Wath office a week earlier than originally planned. It is anticipated that all local offices and all income management calls will be switched over to the Contact Centre by mid May if not before. 
Incoming call traffic is currently managed electronically and is designed so that the caller will speak to the CSA who has been available on the telephone for the longest period of time.  Daily, Weekly & Monthly reports are set up to run automatically through the night to capture full details of call volumes and will measure the average speed of answer, Lost Call Rate including  the percentage of service level agreed for each area.  The Customer Service Champion can also create various bespoke system reports if required.  
A Customer Relationship Management system (CRM) has been identified within an existing system - Siebel.  The purpose of using a CRM is that it records all customer contact and enables us to conduct in-depth reporting about the reasons tenants are contacting us and whether the Contact Centre is resolving them at first point of contact.
An update on the continuing handover of offices and any performance data will be given verbally at the Board meeting.
Future Aims
Whilst it is very early days, the Customer Contact Centre’s initial priority is to deal consistently with 80% of all tenancy and estate management telephone calls freeing up front line Officers to enable them to be dealing with the more complex and challenging housing issues and for them to be far more visible out on their estates and communities.

Staff training is fundamental across the Directorate to ensure consistency.  Following a robust and intensive training schedule for the Contact Centre based Customer Service Assistant’s (CSA’s), it is planned to roll this out to all Neighbourhood based CSA’s.  This will have also have longer term benefits in providing a contingency plan to support the Contact Centre during planned busy periods such as the annual rent increase.  

In terms of developing the Contact Centre to ensure it meets the needs of the customer, satisfaction surveys are being developed to ensure information is captured relating to staff helpfulness, knowledge of staff and ability to access the right person.  Opportunities to seek feedback over the phone also need developing and this has been incorporated into the call standards.

It is proposed to present a further report to the Board in 3 months time, detailing progress, impact on the local teams, performance and future aspirations for this service.


Item 9a - Customer Contact Centre Update Report

Page 1 of 3
Item 9a - Customer Contact Centre Update Report






Page 3 of 3

