`
Chief Executive’s Department

NOTTS Connect Trade Union Joint Working Group
Meeting Notes - held on 9th November 2006

Present:
(SCT)
Sarah Thurlby – NOTTS Connect Project Manager (Chair)
(KB)
Karen Bookless – Contact Centre Manager
(MH)
Mark Hill – Corporate Human Resources

(DS)
Denise Smith – Unison

(PT)
Peter Thorpe – Unison 

(PH)
Pete Hewett – NOTTS Connect Project Administrator - minute taker
Apologies
(VB)
Vic Baines – GMB

	
	
	Actions

	1
	General Project Update
101 – Single Non Emergency Number
The Notts 101 Partnership was one of the 7, out of a total 15 bids, to be successful and set the benchmark for the others. However the Home Office has decided to pull the funding for the Wave 2 roll out which will now no longer go ahead.

Property
The Home Office decision not to go ahead with 101 has a knock on effect for the NOTTS Connect property. The decision on the lease of Space 27 was dependant on the 101 Service also being accommodated there. The Project is back to where it was 2 years ago with regard to property with all possibilities being looked at again, this includes Space 27 and AAO.
AAO has implications on when telephony can be installed and fit out made as it is not due to be completed until September 07. There are still possibilities with Space 27 such as another NCC tenant taking up the space that was to be for 101- a small area that could easily be cordoned off - or for NOTTS Connect to simply rent a smaller space within the building.

The Decriminalisation of Parking Team want to be in accommodation by June/July for a test environment and to go live by October 07.

Much of the future progress of NOTTS Connect such as new staff, telephony, the Golden number, increase in numbers of services etc are tied up with and reliant on the outcome of a property decision. This decision is due to be made in two weeks time.
CRM & Telephony
The first meeting with Lagan regarding CRM will take place on the 13th November.
Five shortlisted suppliers have returned submissions of tender for the telephony contract. Evaluation has commenced.
The Golden Number will soon be available for use but it will not be advertised publicly until all services are in the Contact Centre.

HR
2 new Development Officer posts have been established and 1 other post is available due to KB being appointed Contact Centre Manager. All are secondments. The plan is for all services to have had an initial meeting with a Development Officer by February 2007.

The Contact Centre has some excellent people joining the team. A new Team Manager will start next week and new Advisors in December. In light of the fact that a new advisor has been able to go live after only six weeks in post, the induction process for advisors will be re-evaluated. An external advert is being placed for an Admin Assistant the post having already been advertised internally and gone through re-deployment. The administrator post is currently being held for re-deployment.
The Contact Centre has a very low staff turnover. In the last year only 3 staff have left, 2 of whom left for higher posts within NCC and the other person moved out of the area.

Finance

Nothing to report

CPI Experiences Workshop
DS had some concerns with the criteria that could be used to measure candidates against. DS felt they were being told that the only way to see if it would work would be to test it on current staff.
KB saw this differently in that the suggestion was that those members of staff who are known to be suited for their roles could be tested and their results used as a benchmark. But there is no suggestion that we would have to do this.

KB was asked what the current testing process was for applicants. Testing involves applicants being given different scenarios and how they would deal with them. Another test involves the ability to capture accurate information from a telephone call.
PT commented that if the Contact Centre is recruiting good staff already does it not suggest that the current testing procedures are adequate. KB felt that current testing and a half hour interview could not judge candidates ‘real’ communication skills and attitude towards customer service. Front line communications with customers is key to these roles at the Contact Centre. It is important that the right people for these roles are recruited from the start. KB felt strongly that the addition of the telephone assessment test offered by CPI would be highly beneficial to the recruitment process.
DS was concerned that the type of testing being discussed came down to testing personalities. ST & KB responded that the right people for the role do need to have the right personalities e.g. a person who had a ‘short fuse’ would not be suitable.
DS and PT have been offered the opportunity to undergo the tests themselves, without being scored, in order that they can fully understand what is involved with the testing.
PT suggested bringing this back as an agenda item at the next meeting after he has had time to go through all the information with Bill Wilde.
Action - CPI to be put on agenda for the next meeting on 14th December. 
Action - PT to discuss with Bill Wilde and invite him to the next meeting.
	SCT

PT

	2


	A.O.B.
DS said that at a recent Branch Committee meeting a representative from the Communities Department said that they had been asked to log requests for research they have had to do on the work that can be picked up by the Contact Centre.
Action – DS to establish who had made this request and to inform KB/SCT for them to follow up as they are not aware of this request
	DS, SCT, KB

	
	Date of the next meeting – 14 December 2006 @ 2pm, Room 6, 3rd floor, County Hall
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