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Briefing Paper to the Overview and Scrutiny Management 
Committee  
 
9th September, 2019 

 

Wards: All 
 

 

Briefing Paper of the of Assistant Director of Customer Services and 
Transformational Change 

 
1. Purpose of the Paper and Summary 
 

1.1 To provide the Commission with an update regarding the current performance of 
the contact centre, including the contract key performance indicators (KPI’s) for 
the period August 2018 to July 2019, for Members information.   

 
1.2 The paper also includes current measures undertaken by Civica Ltd, to improve 

call waiting times and the quality of call handling.   
 
 
2. Background 
 

2.1 The contact centre is delivered by Civica Ltd. The contract agreement is for five years 
up to December 2021, with the option to extend a further year to 2022.  

 
2.2 The contact centre is the most preferred access channel, for customers to contact the 

Council, taking approximately 80,000 calls each month. Civica’s performance is 
measured by 6 key performance indicators including speed of answer, the quality of 
calls, customer satisfaction and response to emails and social media requests.  

 
2.3 Customer Services have a dedicated Customer Experience Team to monitor the 

service delivery on a daily basis.  The team provide regular call listening to provide 
quality assurance, staff training, and act as the main point of contact for service areas 
to deal with any issues they may have with the service delivery of the Contact Centre. 
The team provide an immediate response to any errors, updating the A to Z script, 
checking website information and provide feedback to the Contact Centre manager re 
the performance of individual operatives. Civica also carry out their own quality 
assurance of the service. 

 
 
 

 

Contact Centre Performance 
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2.4 Regular service review meetings take place with high volume service areas such as 
Housing, Street Scene services, Hull Culture and Leisure and Revenues and Benefits.  
The purpose of the meetings is to share feedback about the customer experience, 
highlight any staff training required, update on any changes to the service delivery, 
and to ensure the Contact Centre staff knowledge and information is up to date.  The 
meetings are also attended by Civica operational managers.    

 
2.5 All the KPI targets since the start of the contract provided by Civica have been 

achieved, except KPI2 and KPI5. Recently, call waiting times have reached an 
unacceptable level, which has also adversely affected KPI5, the customer satisfaction 
rating, due to customers experiencing long waiting times. 

 
2.6 KPI2 has not been achieved since the start of the contract and financial penalties are 

being applied to Civica regarding this item.   
 
2.7 Recent months have been particularly challenging for the Civica to meet an 

acceptable call waiting time.  The reasons for this include the need for staff training of 
new staff coming into the service, introduction of new computer systems, and 
unpredicted calls contributing to high call volumes. 

 
 
3. Issues for Consideration   

 
3.1 The Contact Centre contract has 6 core KPIs, which are monitored throughout the 

year. Appendix 1 shows the 6 KPI targets and the actual performance for the period 
August 2018 to July 2019. 

 
3.2 The service performs well against these measures up to March 2019, when the 

percentage of calls being answered within 90 seconds (KPI1) and percentage of calls 
answered the 180 seconds (KPI2) reduced significantly, resulting in customers waiting 
consistently longer to get through to an call centre operative.  

 
3.3 The performance results also show that the required level of customer satisfaction has 

not been achieved since January 2019, due to an increase in call waiting times. This 
is captured through an automated tool at the end of the call, whereby customers rate 
the quality of the call, including how easy it was to access the service, and have the 
option to leave any comments.   

 
3.4 The reasons for the reduction in performance is due to a number of factors, including 

loss of staff, the introduction of new systems (mainly Contact 360) meaning staff were 
taken from call answering into training, a number of isolated incidents relating to 
unpredicted calls, and some IT issues.  

 
3.5 Civica have provided details of a plan to improve the current situation and have 

started to undertake the following action to improve service performance;  
  

• Vacancies have been filled and additional staff resources have been 
introduced into the team, six new operatives have joined the team in July 
2019.  
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• A restructure of the management resources was completed in July 2019, 
introducing performance managers and coaching roles to put more emphasis 
on robust call handling and quality of the calls. 

• Meetings have taken place to communicate more effectively with high volume 
service areas, such as waste management, Housing service and Council Tax 
to better handle unpredicted calls. 

• Better communication with IT Services has been put in place, and IT Services 
are responding to issues relating to slowness of IT systems.  

 
3.6 A number of initiatives have also taken place to introduce new online self services to 

customers, as an alternative to calling; 
 

 Following the soft launch of the new Revenues and Benefits self service product in 
June 2019, where customers can make a number of applications to housing benefits, 
council tax and view their account/payments information, the results show that 
customers have been responsive;    

 
 211 customers have reported a change of address online 
   43 customers have completed an online housing benefit application 
 361 customers have accessed the portal to look at information. 

 
3.7 The contact centre currently receives over 10,000 calls relating to housing benefits 

and council tax enquiries.  It is clear that not all enquiries can be dealt with on line and 
that some customers will not be able to use self-service to resolve their enquiry, 
however, providing an easy to use, online solution that is available 24/7 for those 
customers that can, will free up the contact centre to handle calls more efficiently. 

 
3.8 Civica have also reviewed outgoing documentation, such as council tax bills, housing 

benefit letters to make the information easier for customers to understand, without the 
need to call the Council, taking into account good practice from other local authorities. 

 
3.9 The initiatives above and ongoing development programme to introduce more self-

service facilities will reduce call volumes. However, given the most recent protracted 
and on-going performance issues that have been repeatedly impressed upon Civica, 
more formal action is now being progressed. In addition to applying the KPI penalties, 
measures are being undertaken to enforce the contract terms.  The aim being that 
these combined actions will drive the improved performance required by the contract. 
 

 
4. Next steps 

 
4.1 That Members note the briefing paper and make any comments.  
 
4.2 Customer Services will continue to monitor contact centre performance, and work 

closely with Civica to ensure the service improvements are implemented.  .  
 

Andy Brown 
Assistant Director for Customer Services  

and Transformational Change 



Author: Lisa Buttery 
Status: Final 
Date:  30/08/2019                                                 Page 4 of 5 

 
 
Contact Officer : Lisa Buttery  Telephone No. :  2212 

Officer Interests: None  
 
 
Background Documents: -  
Appendix 1 - Contact Centre KPIs and Performance for the period August 2018 to July 
2019. 
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Appendix 1 - Contact Centre Contract KPIs and Performance for period August 2018 to July 2019 
 
 

KPI Description Target Service 
Credit 

Performance 

Aug 
2018 

 

Sept 
2018 

Oct 
2018 

Nov 
2018 

Dec  
2018 

Jan  
2019 

Feb  
2019 

Mar 
2019 

Apr 
2019 

May 
2019 

Jun 
2019 

July 
2019 

KPI 1 % of calls 
answered within 
90 Seconds 

 
50% 

5% 
deduction 
in monthly 
fee if not 
achieved 

59.84 77.36 84.83 72.66 74.41 76.38 75.81 55.41 55.36 56.01 64.6 54.21 

KPI 2 % of calls 
answered within 
180 seconds  

 
100% 

5% 
deduction 
in monthly 
fee if not 
achieved 

78.05 82.17 88.32 87.74 81.95 81.59 81.11 60.67 62.10 61.4 68.8 59.7 

KPI 3 Respond to 
Emails 

100% in 
24 hours 

none 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 

KPI 4 Response to 
social media 

100% in 4 
hours 

none 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 

KPI 5 Customer 
Satisfaction 

85% to 
rate as 
good or 

very good 

none 87.79 93.60 74.15
% 

82.69% 81.52 79.43 76.78 72.92 73.64 69.43 71 66% 

KPI 6 Quality 
Assurance  

95% 
accuracy 

for all 
contact 
types 

5% 
deduction 
in monthly 
fee if not 
achieved 

96% 95% 100% 100% 100% 100% 100% 100% 100% 100% 98% 95% 

Total call volumes 77,676 81,774 92,575 76,559 61,115 87,333 70,926 88,172 73,212 78,835 89,820 103,284 

Total calls answered by an advisor 54,053 49,755 47,011 47,787 36,991 47,839 45,821 45,413 42,931 39,176 37,631 41,254 

 
 


