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Largest borough in the Tees Valley -

population almost 140,000
12km Heritage coastline
Rural villages and coastal settlements

. Heavy industry (Corus Teesside Cast Products)
. 2" Jargest port in Britain
. Diverse communities
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Presentation Content

* Customer Contact Centre History

* In — House Business Improvement Programme

* Developing a Citizen Interface and Robust Customer Relationship
Management Systems

* Optimisation of Resources/Real Time Performance Management
Techniques

* Customer Excellence
* Achievements

* Future Direction
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Customer Contact Centre History

¢ Launched in April 2004 as a Private Partnership arrangement.

¢ 32 seat telephone centre/4 One Stop Shops (including a mobile
remote bus service)

¢ Improve ease of contact (single number strategy/various access
points/webcams in Libraries)

¢ Improve hours of contact (8am — 8pm Monday to Friday and 9am to
4pm Saturday)

¢ Resolution at the first point of contact (Revenues and Benefits
expertise)

¢ 500,000 customer contacts per annum
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Customer Contact Centre History

Key Challenges

2006 — 2007 Customer Services Partnership dissolved

® 40,000 customer calls abandoned.

® Reputation — poor customer
satisfaction levels.

¢ Lack of appropriate and accurate
performance management data.

®  Low morale

Avoidable contacts.
Inability to align resource to demand.

Stripping of skills — service knowledge
and technical expertise.

Inequality - terms and conditions.
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Corporate Investment

“ Business Improvement Project - 7 defined project work streams

Career Graded Staffing Performance Corporate Customer
Restructure Management Framework Excellence Programme

Improving Customer

ACCess Project

Resource | Avoidable Cohtact | CRM/ teleplhony Mobile working solution
Planning System assessment upgrade Green & Clean Services
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Citizen Interface — What we did

® Upgrade of the existing Northgate Customer Relationship Management
System/MITEL telephone system
— Involved staff — customer journey mapping
— End to end process review
— Conversion of Customer history data
— 100 separate services grouped into 30 combined services
— Change management controls
— Northgate CRM technical skills transfer — service build standardisation.
— Avoidable contact assessment at first point of contact.
Telephone Customer Evaluation survey
° Integrated GIS
— Customer Service Representatives 'mark point' on a map
— Data gathered for mapping problem geographical areas.
— E-mails have an active link for back office staff.
— Mobile working platform.
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Citizen Interface — What we did

® Mobile Working tracking Pilot

— Involvement of Green and Clean front line
staff.

— Over 1000 Ward based service requests
routed to operatives 'in the field' linked to
GIS

—  22% improvement in 24hour resolution

— 360% vision — contact centre can advise
customer on each stage of the service
request.
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Resource Interface — Pre Optimisation

PrﬁDOptimisation of working patterns. it
Feibl St

— 60% of all working patterns had not varied since the inception of the service
and did not move in line with seasonal trends.




Resource Interface — Post Optimisation

Post Optimisation of working patterns aligned to demand

¢ Staff/Union consultation

¢ Local Memorandum of
Agreement
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® Real efficiencies

® Hot spots/holiday planner
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Time Scale in 15 mins
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REDCAR & CLEVELAND BOROUGH COUNECIL

Our Top 10 Customer Care Commitments

Embedding Customer Excellence (theatrical
style training approach identifying expected
employee behaviours).

Independent competency based
assessment (Council Tax & Housing
Benefits legislation).

Treat you with ‘Gu ti;le e JOWE® Be helpfuland  services are
di and - Rty responsive to  accessible and

Contact Centre Team Leader Development ;ﬂgm extra mtle - at ol time yr:ﬂr needs euuytuu::
Programme (accredited to Teesside -
University)
First Line Managers Development i 7
Programme T | "
1-1 regular staff reviews including qualitative B e |ITU£IIL'U'EWIJ in Em_- i E:l:l|lu.al
and outputs feedback. il Wi 3 ii}iﬁﬂﬁﬂﬂﬁ dl?atl'r:;l;?ﬂagur BCCESS to services

to your nesds corvices at all times

Learning from Complaints
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Choosing objectives that deliver contact excellence

Performance objectives by competence area

Performance Management Framework

Insight

= That the forecast of demand by service is accurate and the cost of
inaccurate forecast is known.

That the causes of failure to fulfil & customer need are quantified

That the causes and cost of non-flow-value contact types are

identified and guantified.

= That contact performance is gquaniified in terms of achieving
business ochjectives.

= That the cost and types of causes of doubt are guantified and the

actions to reduce the causes are known and costed.

= That evidence-based customer insights translats fo tangible
actions to improve customers’ contact experience.

That the achievements of public sector contact centre
professionals are recognised by industry representative bodies.

Planning

= That resource is procured and allocated to match demand

forecasts.

= That the resocurce that best fulfils a customer need is procured

and allocated fo the contact centre.

= That plans with defined targets and milestones are in place to

reduce non-value contact.

= That staff recruitment, training and reward is aligned to the delivery

of business objeciives.

= That tangible plans exist to reduce the causes of doubt in services.
= That staff and managers understand their customers. That funding

follows customers and needs.

= That contact centres have improvement plans to achieve best in

public sector benchmark targets.

Action

Measurement

That the demand for all services is gquantified (and that the contact
centre component is itemised).

That customer contact types are idenfified and quantified as a
: proportion of contact wolumes.

That the cost and value of each contact type is known.
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That contact volumes can be quantified in terms of their
contribution to dept delivery objectives.

That the demand for contact created from doubt in services can be
quantified.

That major custormer segments can be identified and contact
volumes atiributed to each.

That the total cost of provision to all channels is understocd for
major contact fypes and that contact matches an optimum
waluelcost curve.

Delivery

That existing resources are satisfying demand volumes.

That the needs of each customer are being fulfilled and in the most
efficient way possibla.

That resources usage on non-value contact is minimised (and
guantified).

That end-to-end perfiormance targets are being achievead.
That contact volumes related o causes of doubt are reducing.
That resource allocation tracks pricrity customer segments.

That contact centres measure and report against industry-
standard efficiency and effectivensss measures.

S —— =
21st May 2007
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www.cahinetnﬁice.gmr.uklfpuﬁﬁc_ser!.rice_refﬂrmfcontact_cnu ncil

Management competence

Strategic

Operational

Staff competence
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Performance Management

® Local Performance Indicators

LISO12A — 100% of calls handled

LIS012B — Calls answered within 20 seconds

LIS012C — Calls answered within 30 seconds

LIS012D — Calls answered within 60seconds

LIS013 - 9% of calls abandoned

Quality Measure - Customer Care Satisfaction telephone survey — 90%

® Contact Centre Performance Management Framework for Publicly
Funded Contact Centres.

¢ Benchmarking — Tees Valley Customer Services Association
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Real Time Performance Management Tools

Real time performance management available to managers and team leaders.

* Supervisor ¥2 - Contact Center Clienk -8 x|

* Wallboard for change - Contact Center Client
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Achievements

Improvement in call handling performance
2009/2010 - 96%

APSE Awards finalists 2009 — Best Efficiency
Initiative Category.

95% of customers happy with the quality of
call handling and customer care received.

90% of staff trained in two or more skill sets
linked to a career graded staffing structure.

Team Leader Contact Centre Development

Programme accredited to Teesside University.

Customer Services Modern Apprenticeship
Scheme in joint partnership with Redcar and
Cleveland FE College.

Reduction in head count from 59.28FTE to
52FTE (created 2 posts to support the
Customer Excellence Programme)

Avoidable contact approach and Mobile
Tracking Pilot cited as good practice (North
East Regional Improvement and Efficiency
Partnership).

Funding secured for Customer Excellence
Programme (Phase 2) recognised by NE
RIEP as an innovative approach to
embedding customer excellence across the
authority.

Launch of new a new customer service point
within Low Grange Health Village a
Neighbourhood locality base - joint delivery
with Library staff alongside NHS/PCT.
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The Future - Supporting Neighbourhoods

River

CouRuw.

Customer Insight
and Intelligence

Customer Excellence
Programme

Access to Services
Channel VV Cost

LICustomer Mapping

LGIS mapping

L Data (quantative/qualatitive)
UENd to Processes
LBenchmarking
Qlintelligence data hub

LJAccess migration

LJRedcar and C’'land Way

UBest in Class

UTop 10 Customer Care Commitments
UlImproving Customer Experience
LICustomer Care Training

LIMystery shopping/evaluation

UlIndependent assessment

URobust CRM infrastructure
LImobile working

UClear and accessible information
UChoice of multi access channels
Self serve options

UFlexible/multi skilled front line staff

Joint working/multi agency
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Neighbourhood Working
Low Grange Health Village
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Cath Adams

Customer Services Manager

Area Management Directorate

Tel. 01642 495380/Mobile 07825552399
Email: cath_adams@redcar-cleveland.gov.uk
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