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Daventry District Council improves service quality
with One Stop Shop and Contact Centre
investments

London, UK, 8" June 2009. Between 2006 and 2009, Daventry District Council
improved the quality of service delivered to residents and local businesses by 10%
following the creation of a new One Stop Shop and an enhanced Contact Centre
facility. Over the same period, the Northamptonshire-based local authority also

reduced the number of abandoned customer calls from around 14% to less than 5%.

The new Contact Centre was set up in 2006 at the main Council offices, replacing an
earlier centre that handled mainly waste and housing repairs calls. Since opening,
the centre has been expanded to take on several front-line services, as well as
handling all switchboard enquiries. And at the same time as the contact centre was
being set up, Daventry District Council created a One Stop Shop for the delivery of
face-to-face customer service — with the new facility powered by a Lagan Enterprise

Case Management (ECM) solution.

In 2009, the Council upgraded the telephony solution used within its Contact Centre
to the Macfarlane CallPlus solution. The Macfarlane system, installed in March 2009,
is integrated to the Council's 3Com VCX telephony system and delivers a range of
advanced contact centre capabilities including intelligent call handling, call recording,
management information, interactive voice response and computer telephony

integration (CTI) to the Lagan ECM system.

Together, the One Stop Shop and enhanced Contact Centre give the Council a
flexible and advanced facility to meet customers’ needs. The Council’'s 12 customer
service staff are multiskilled to operate across the Contact Centre, One Stop Shop
and ‘Meet and Greet’ functions — as well as support staff at the Council’s four

information services based in rural areas of the district.



“We’ve been impressed with the Macfarlane system,” says Liz Grantham, Customer
Contact Manager at Daventry District Council. “It has enabled us to get to know our
customers better, and has contributed to higher staff morale. That’s because
previously we had no idea how many people were waiting in the call queue, or how
long they had been waiting. Now, we can see real time queue stats and there’s a
real ambition on the part of staff to answer every single call and deliver the best

service possible.”

Daventry District Council’s Customer Advisors currently handle around 7,000 calls a
month, although this will increase dramatically as new services are transferred to the
centre. Over a two-year period, the Council plans to bring all front-facing Council
services into the centre — including Housing Advice, Housing Options, Revenues and
Benefits, Additional Environmental Health services, and Concessionary Fares as well

as providing FAQs on a myriad of other regularly used services.

To support this expansion and improve service quality, the Council has enabled a
number of features to the Macfarlane system including skills-based routing, call
monitoring and customer call-back — and will be providing other Council-run premises
(such as the Abbey Advice and Resource Centre) with access to the system. The
Council also plans to more tightly integrate its Lagan Enterprise Case Management

(ECM) solution to Back Office systems in areas such as Environmental Health.

“We’re delighted to have been selected for this project by Daventry District Council
and excited at the prospect of supporting the Council through its two year
development road map*“ said William Gray, Managing Director, Macfarlane

Telesystems.

Ends

About Macfarlane Telesystems

Founded in 1987, Macfarlane Telesystems develop and implement open standards-
based contact centre systems that lead the field in supporting multi-media contacts
so that your customers can contact you in whichever way suits them, be it telephone,

email, web, text, IM, picture or video message.



CallPlus manages and routes these types of contacts in a unified and intelligent way,

thus ensuring optimal efficiency of operation and maximising on agent skKills.

Macfarlane has established a strong position in the public sector, assisting over 80
local councils in reaching e-government targets. In addition, Macfarlane have also
implemented systems within many Countywide Partnerships, such as Warwickshire

On-line and Lancashire Direct.
Macfarlane has established business partnerships with key CRM vendors including
Lagan, Northgate and Microsoft; system integrators such as Anite; and managed

service providers such as Steria, Capita and Serco.

www.macfar.co.uk
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