
10 AGENDA ITEM No. ..lru.....T 

To: GENERAL PURPOSES COMMITTEE 

NORTH LANARKSHIRE COUNCIL 

Subject: 192 DIRECTORY ENQUIRY SERVICE 

Date: 21 August 2003 Ref: JAFlAC 

I. Purpose of Report 

1.1 The purpose of the report is to advise the Committee of the cessation of the 192 Directory 
Enquiry Service effective from 24 August 2003 and the arrangements proposed to be put in 
place as an alternative. 

2. Background 

2.1 In March 2000, as part of the budget review for the financial year 2000/2001, the Council 
determined to introduce an In-House substitute for the 192 Enquiry Service. Due to 
difficulties with the supplier and subsequent problems identified with the product during the 
testing and training period, implementation of the intended In-House provision was only 
effected earlier this year. 

2.2 Oftel - The Telecommunications Regulator - decided some time ago to end the directory 
enquiry service accessed from 192 and to allow companies other than BT to compete to 
provide directory enquiry services. Since December 2002 consumers have been able to 
use a range of different directory enquiry services using various numbers beginning with 
118. There are a number of companies which have begun offering directory enquiry 
services with a range of features. The new directory enquiry services have been 
introduced since April and a period of parallel running of the current 192 number and the 
new 118 numbers will end on 24 August. From 24 August it will no longer be possible to 
access the existing directory enquiry services from 192. 

2.2 The system provider of telecommunications to the Civic Centre and to the Council Offices 
at Bron Way, Cumbernauld and the Council offices linked to these telephone systems is 
Telewest Communications and, in the case of the Municipal Buildings, Coatbridge, and 
satellite offices linked to that system is Cable and Wireless. They, like other providers, 
have introduced new directory enquiry services in the UK based on the 118 XXX format. 
Both provide a full range of directory enquiry services. 

3. Considerations 

3.1 The telephone service providers offer a number of directory enquiry services through the 
existing networks, all with an associated cost. Of these, some involve a call set up fee and 
a rate per minute charged with minimum charges. Many of these options - in particular 
those involving follow-on services -would be costly to the Council. 
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3.2 

Telewest 118 770 

Telewest Onward Call 
Connect 
BT 192 Directory 
Enquiry 118 500 

BT Corporate Service 
118 707 

Examples of product and pricing information are set out below: 

Existing fixed price For single search: multiple 
searches will be charged 
proportionate to time 
connected 

30p per minute to local and 
national numbers 
25p connection + 30p per 
minute billed by the second, 
including VAT classified listings 
2 9 . 8 ~  excluding VAT (35p incl 
VAT) UK business and residential 

Unlimited searches for 
business, residential and 

One enquiry fixed price for 

3.3 

4. 

4.1 

4.2 

4.3 

5. 

5.1 

5.2 

An analysis of the number of calls made to the 192 directory enquiry service over a period 
of time from the Civic Centre network has established that the average number of monthly 
calls made to the 192 number is 250 calls at a current cost to the Council of around f900 
per annum. These costs can reasonably be expected to be mirrored across the other 
telephone systems operated by the Council, and unless access to the new services is 
significantly restricted, can be anticipated to increase substantially. 

Conclusion 

The most cost effective method of dealing with the cessation of the 192 Directory Enquiry 
service is to continue with the arrangement recently put into place of an In-House Directory 
Enquiry Service as approved by the Council. 

This, generally, should meet all of the requirements of the Council in respect of this service 
provision, but it is acknowledged that there may be individual situations when the service 
provision, as it is related to the normal day-to-day working of the Council, cannot be 
guaranteed to fully meet the demands of the service. In those circumstances, it would be 
appropriate to put in place a delegation to the Director of Administration to make such 
arrangements as were necessary to allow access to an appropriate Directory Enquiry 
Service beyond the In-House arrangement. This would be effected by permitting selective 
access to the least expensive available external service. Access to all other external 
services would be barred. 

Where there are personal computers with access to the Internet, a directory enquiry service 
will remain available through the w . B T . c o m  site which permits a user to receive a daily 
credit of ten free searches of the directory enquiry service. 

Proposals 

It is proposed that call barring should be extended to the new external directory enquiry 
numbers from all extension numbers connected to the Civic Centre telephone network, 
except in circumstances where it is deemed that access to an external service is necessary. 

It is further proposed that the feasibility of extending this arrangement to the remaining 
switchboards be further investigated and that, meantime, access be restricted to the least 
expensive external provision. 
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6. Recommendation 

6.1 The Committee is recommended to approve the foregoing and to agree to implement the 
proposals associated with the revised arrangements for access to the directory enquiry 
service. 

6.2 It is recommended also that, in the event that there are reasons of emergency or out-of- 
hours use or otherwise, whereby certain extensions require access to the directory enquiry 
service, authority be delegated to the Director of Administration, in consultation with the 
Convener of the General Purposes Committee, to determine and arrange accordingly. 

irector of Administration f l  
Members seeking further information on fhe contenfs of this report are asked to contact John 
Fleming, Head of Central Services, on Extension 2228. 
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