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Surrey County Councll

Surrey previously had 271 external numbers for its customers to negotiate,

door, capable of handling an estimated 50,000 telephone contacts a
month.

Achiever worked closely with Surrey to develop a customised call logging
system, which since its implementation, has enabled customers to
customer satisfaction rating of 97%

: which often resulted in callers being passed from person to person in order
m to access council services.
The decision was made to develop a‘one-stop-shop’ to act as Surrey’s front
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Customer Service

Customer Service Excellence

Reports generated from Achiever enabled Surrey
to identify additional training requirements.
Addressing these needs enabled the council to
increase their call volume capacity by over 50%.

Achiever has also enabled the identi cation of
common enquiries. This information has been
successfully used to update the council website
with new pages and sections. This has improved
customer service by making frequently requested
information more accessible and reducing calls to
enable operators to focus on other enquiries.

The success in aligning web operations with the
Customer Services Department has also resulted
in Surrey being named as the best County Council
website in the UK in the 2006 SOCITM report.

Another improvement to customer service
excellence has been through the literature

ful Iment function of Achiever. Contact Centre
operators now manage their workload more

e ectively as letters are printed through Achiever
directly to a remote location and sent out
immediately. This far exceeds customer service
levels and satisfaction for this service has not been
below 96.5% since implementation.

To help the council meet environmental targets
and to further speed up the process, literature is
now also sent out by email with hyperlinks
through to the website to the appropriate
documentation. This ensures source information
is only updated in one central location. This new
process allows an agent to send a lea et electroni-
cally whilst the customer is on the phone and
answer any questions immediately.

User

Achiever’s exibility enables user ownership.
Involving users in the design of the system’s
interface has reduced the call logging process
from one and a half minutes to around 10
seconds. Since the implementation of Achiever,
call centre agents have been involved in regular
feedback sessions which have led to
improvements to the call logging process,
including the introduction of a‘quick log’ process
for frequently asked questions.

Unexpected

As well as predictable outcomes, a number of
unexpected bene ts have emerged through
implementing the Achiever system.

These include:
Legacy system improvements
contributing to 80% sta
productivity gains
Freeing up frontline service
professionals to do the jobs they
are quali edtodo
Providing services with data to
launch major improvement
programmes for the community
Data from the Achiever system has
been used during open council
meetings and is also regularly used
by Surrey County Council’s
Councillors, Executive Team and in
public communications such as
magazines and press articles.

Simon Pollock
Head of Customer Services
Surrey County Council
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Surrey County Council is now
completely con dent of its ability to
deliver a high quality customer
focused service and has become a
agship authority for public sector
customer service in the UK.

Surrey was highly commended at the
2007 CCF European Call Centre Awards
for ‘Best Centre for Customer Service,
and often receives visits to from other
local authorities looking to improve
their own contact centres.



Making systems
meet the grade

Hundreds of businesses in the Public and
Private sector use Achiever’'s Customer
Information Management solution to
manage their business. Users range from 15
for a pilot system to over 2000 plus for
enterprise-wide solutions.

Designed with the customer to create a
unique business solution Achiever is
implemented using a proven methodology
that has been developed using over
14-years industry experience where training,
user-acceptance testing and user buy-in

are integral to the success of the project.

Want to know more?

Contact us now to discuss your
requirements in more detail.

Call: +44 (0) 121 380 1010
Email:  sales@achiever.co.uk

Visit:  www.achiever.co.uk
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