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Purpose of the Report 

The purpose of this report is to consider a proposed pilot of the Housing and 
Property Repairs in the Customer Contact Centre. 

Background 

The establishment of a Customer Contact Centre was the main focus of North 
Lanarkshire Council’s bid to the Scottish Executive for Modernising Government 
funding in September 2000, and will provide the basis for a more joined-up approach 
and a mechanism for the Council to co-ordinate its delivery of service and how it 
responds to the citizens of North Lanarkshire. 

A number of Business Change reviews, including Housing and Property Repairs, 
have been carried out since the North Lanarkshire Direct project team was set-up in 
May 2001, the final stage of which was to assess the suitability of the service for 
delivery through the Customer Contact Centre. 

A working group consisting of staff from Housing and Property Services and North 
Lanarkshire Direct have been assessing the repairs service and visited a number of 
other authorities who currently operate their Housing Repairs in a call centre 
environment. Councils visited were Dundee, South Lanarkshire and West Lothian 
and information has also been provided and taken into consideration from Edinburgh, 
Hull, Sutton, Lewisham and Fife Councils. 

Proposals and Considerations 

The Housing Repairs service is currently operated via the decentralised Housing 
Area Office structure and First Stop Shops from 8.45am - 4.45pm (Mon-Thu) and 
8.45am - 4.15pm (Fri), with the emergency repairs service operating from the 
Customer Contact Centre outwith these hours. 

The Property Repairs function operates via a centralised service based in Kildonan 
Street in Coatbridge from 8.45am - 4.45pm (Mon-Thu) and 8.45am - 4.15pm (Fri), 
with the emergency repairs service also operating from the Customer Contact 
Centre outwith these hours. 

In order to fully assess the operational aspects of delivering the housing repairs 
service from the customer contact centre, it is proposed to operate a 6-month pilot by 
transferring the telephone repairs demand from the Airdrie and Motherwell area 
offices to a dedicated repairs team based in the contact centre. These are two offices 
with a high volume of telephone repairs demand, accounting for a good 
representative proportion of housing repair calls. 

Similarly, to assess the property repairs service, it is proposed that all calls for this 
service will be transferred to a repairs team based in the contact centre for a 6-month 
period. A single dedicated repairs team, handling both housing and property repairs 
will be established and trained to handle all demand types for these services. 
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All routine and emergency housing repair telephone calls for the Airdrie and 
Motherwell areas would be routed to the contact centre via the current numbers 
during normal office hours. All property repairs telephone calls would be re-routed 
from the existing number to the contact centre. The existing 0870 606 1674 would 
remain the emergency out of hours telephone number for both housing and property 
repairs. 

A four-week exercise to gather telephone demand for the Housing Repairs service at 
all the main contact points within Housing was carried out between 15'h August and 
gth September 2005. For the Airdrie and Motherwell areas, information gathered 
would indicate an annual telephone demand for the daytime repairs service of 
approximately 80,000 calls. Using this data, it is anticipated that 4 x Customer 
Service Assistants (FTE) will be required to deal with customer demand at the 
required level of performance. 

It should be noted that the actual volume of calls that will be received for the service 
in the contact centre cannot be estimated 100% accurately at this time and may 
therefore require to be reviewed after a period of operation. 

Telephone demand for the property repairs service (all internal) is estimated to be 
around 30,000 calls per annum and will equate therefore to 2 x Customer Services 
Assistants (FTE) to deal with customer demand at the required level of performance. 

It is proposed therefore to establish a team of 6 x Customer Services Assistants 
(CSA) at GS3 grade on a temporary basis for a period of approximately 6 months as 
a dedicated repairs team for the period of the pilot. The existing Contact Centre staff 
will supplement this service whenever possible to meet the expected peaks in 
demand. 

It is proposed that the posts outlined in 3.9 will be subject to a restricted recruitment 
process and provide secondment opportunities for existing staff within the Property 
Section and the Airdrie and Motherwell First Stop Shops for the period of the pilot. 
Housing and Property have agreed to absorb the loss of 6 x clerical equivalent posts 
from the two offices and the Property section for the period of the pilot and the Chief 
Executive's Office has agreed to fund any difference in salary costs between GS1/2 
grades and GS3 grades for CSA staff for the period of the pilot. The impact of this on 
the remaining service in these offices has been examined and a reduction in service 
for the affected offices is not anticipated. 

Management and supervision of the staff and the service for the period of the pilot 
will be important and will play a key role in the control and smooth operation of the 
project. It is proposed therefore to establish a post of Repairs Service Manager at 
AP5 / PO1 on a temporary basis for a period of approximately 6 months with 
responsibility for staff supervision and the monitoring of the repairs service and 
budget on a daily basis. As a result of creating this post, it is proposed that Housing 
and Property Services will freeze two vacant Maintenance Officers posts for a 
temporary period of 6 months to fund this position. 

It is also proposed that the post outlined in 3.11 be subject to a restricted recruitment 
process providing a secondment opportunity for existing staff within the Housing and 
Property Services department. 

Day to day cover for the post of Repairs Service Manager will be provided by 
Housing and Property Services for technical aspects of the job and by the Customer 
Contact Centre management for supervisory and general operational areas. 

The operational management responsibility for the service will remain within Housing 
and Property Services during this time to minimise risk and ensure continuity. An 
assessment of the long-term operational arrangements will be made towards the end 
of the six-month pilot with consideration then given to extending the service to all 
areas. A further report will be made to a future meeting of this Committee making 
recommendations on this service. 
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Given the issues and consultation associated with restructuring the repairs budget, 
the current budget for each of the two designated areas and Property services will 
remain the responsibility of management within Housing & Property Services. This 
will be supported by the Repairs Service Manager based in the contact centre who 
will provide information and feedback to assist the monitoring process through the 
Housing Divisional budget meetings and regular day to day contact with the 
appropriate Managers. 

It is also proposed that a Continuous Improvement Group for Housing and Property 
Repairs be established to meet at least on a 4-weekly basis. These meetings 
involving management and staff from the Contact Centre, Housing & Property 
Services and MPC, will discuss and resolve any operational problems with the 
service and propose and develop further operational improvements to service 
delivery. 

Financial Considerations 

The financial implications of this report are outlined in Appendix 1. 

Corporate Considerations 

The report has been discussed and agreed with the Assistant Chief Executive 
(Corporate and Performance Management) and the Head of Personnel Services. 

Trade Union Consultation 

Consultation has taken place with the appropriate Trade Union representatives. 

Recommendations 

It is recommended that Committee approve : 

the transfer of the telephone demand for the Housing Repairs service for the 
Airdrie and Motherwell areas to the Customer Contact Centre for a period of 
approximately 6 months to monitor the effect on customer and operational service 
during this period; 

the transfer of the telephone demand for the Property Repairs service to the 
Customer Contact Centre for a period of approximately 6 months to monitor the 
effect on customer and operational service during this period; 

the secondment of six clerical posts from Housing and Property Services to 
Customer Services Assistants at GS3 grade for a period of approximately 6 
months, as outlined in 3.10 above; 

the secondment of a Repairs Service Manager at AP5 / PO1 grade from Housing 
and Property for a period of approximately 6 months, as outlined in 3.1 1 and 3.12 
above; 

remit this report to the Policy and Resources (Personnel Sub-Committee) for 
consideration . 

Director of Housing and Property Services 
Bth October 2005 

For further information, please contact Arthur Crossley on 01236 812589 



APPENDIX I 

Current Staffing StructurelCosts I (incl. N.I. and Superannuation) 

Clerical Assistants x 6 

(GS1/2 mid-point) 

(pro- rat a 6- months) 

= f44,414 

Maintenance Officers x 2 

(Tech 2/3 mid-point) 

( p ro- ra t a 6- months) 

= €21,271 

Total Cost 

Proposed StructurelCosts Difference 
(incl. N.I. and Superannuation) 

Customer Service Assistants x 6 

(GS3 mid-point) I 
(pro-rata 6-months) 

= €53,911 
+ f  9,497 

Repairs Service Manager x 1 

(AP5/PO1 mid-point) 

-f5,499 (pro- r a t a 6-m o n t h s) 

+€3,998 


