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1. PREFACE 
 

Part of the 2006/2007 work program of the Corporate and Customer Overview and Scrutiny Panel 
agreed by the Executive Cabinet in June 2006 was an investigation into the Contact Centre 
Efficiencies and the Partnership with Lancashire County Council. 
 
The Panel has now completed the Inquiry and the report with our recommendations will be 
forwarded to the Overview and Scrutiny Committee and finally to the Executive Cabinet. 
 
It was agreed at the start of the Inquiry to create two sub panels: one to concentrate on Efficiencies 
and the other to focus on the Partnership between the Council and Lancashire County Council.  
Councillor Mrs Stella Walsh and Councillor Peter Baker chaired these two subs respectively.  
 
I would like to thank the chairs and other members of the Corporate and Customer Overview and 
Scrutiny Panel for their commitment and enthusiasm in what has been a complex Inquiry.   
 
Also my thanks to all council staff both internal and external for their help in enabling the 
production of this report. 
 
 
Councillor Geoffrey Russell  
Chair – Corporate and Customer Overview and Scrutiny Panel 
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2. EXECUTIVE SUMMARY  
 

The Corporate and Customer Overview and Scrutiny Panel undertook a Scrutiny Inquiry into the 
Lancashire Shared Services Contact Centre. 
 
This Scrutiny topic was selected because one of the key projects in the Corporate Strategy is to 
deliver Contact Chorley and the Shared Services Partnership.   
 
The objectives of the Inquiry were split into two sections: 
 
Efficiencies 
1.  To assess the contribution of the Lancashire Shared Services Contact Centre to the 

achievement of the Council’s efficiencies agenda. 
Partnership Working 
2.  To assess the effectiveness of the Partnership arrangements for the Lancashire Shared 

Services Contact Centre of both officer and Member arrangements. 
3.  To assess whether the Council is achieving the desired benefits of partnership working, for 

example, procurement, single point of access to services, efficiencies through extended 
opening hours and workload sharing. 

 
The investigations have highlighted that the Contact Centre has delivered significant efficiency 
savings to date, with potential for even more in the future.  The Contact Centre fits squarely with 
Government plans around shared services and is providing a model in our two-tier area that others 
may follow.   
 
Contribution of Evidence 
The Panel would like to thank all those who have provided evidence and contributed to the Inquiry, 
including staff at Chorley’s Contact Centre, representatives from Lancashire County Council, 
Ribble Valley Borough Council and Pendle Borough Council.   
 
The Panel would also like to thank Councillor John Walker (Executive Member for Customer, 
Democratic and Legal) and Councillor Dennis Edgerley (Previous Executive Members for 
Customers, Policy and Performance) for their contributions to the Inquiry.  
 
Recommendations  
 
The Corporate and Customer Overview and Scrutiny Panel, after taking account of all the evidence 
have made recommendations in the following areas: efficiencies generally within the Contact 
Centre, relating to the Customer Relationship Management system and customer access to 
services, effectiveness of the Partnership arrangements and the desired benefits of Partnership 
working.  
 
These recommendations are outlined in the findings table of this report.  
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3. INTRODUCTION 
 

Background 
The Overview and Scrutiny Committee referred an Inquiry entitled Contact Centre: Efficiencies 
and the Partnership with Lancashire County Council to the Corporate and Customer Overview 
and Scrutiny Panel.   
 
The subject of the Inquiry was considered as part of the Programme of work for the Overview and 
Scrutiny function at the meeting of the Overview and Scrutiny Committee in June 2006.  The topic 
was selected as the Contact Centre linked to the Corporate Strategy and the Council’s priority of 
“improving access to public services” and “ensuring that Chorley Borough Council is a performing 
organization”.   
 
Aims/objectives 
The Panel’s aims and objectives for the scrutiny Inquiry were identified as follows: 
 
Efficiencies 
1.  To assess the contribution of the Lancashire Shared Services Contact Centre to the 

achievement of the Council’s efficiencies agenda. 
Partnership Working 
2.  To assess the effectiveness of the Partnership arrangements for the Lancashire Shared 

Services Contact Centre of both officer and Member arrangements. 
3.  To assess whether the Council is achieving the desired benefits of partnership working, for 

example, procurement, single point of access to services, efficiencies through extended 
opening hours and workload sharing. 

 
Terms of Reference 
The terms of reference for the Inquiry were: 
1.  To conduct an investigation into the Lancashire Shared Services Contact Centre 

partnership arrangements. 
2.  To review the efficiency programme relating to the Lancashire Shared Services Contact 

Centre. 
3.  To identify possible improvements. 
4.  To report on the investigations findings and make recommendations to Overview and 

Scrutiny Committee consistent with the Inquiry’s objectives and desired outcomes. 
 
Inquiry Project Outline  
The Panel completed the “Overview and Scrutiny Inquiry Project Outline” and is attached as 
Appendix A to this report. 
 
Desired Outcome 
Efficiencies 
1.  To maximise efficiencies from the Lancashire Shared Services Contact Centre partnership 

arrangements. 
Partnership Working 
2.  To establish that the partnership arrangements are working effectively, and, in situations 

were this is not the case, to propose actions to remedy the situation. 
3.  To ensure the partnership is delivering the highest quality customer experience. 
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Corporate and Customer Overview and Scrutiny Panel Membership 
Councillor (Chair) Geoffrey Russell (ES and PS) 
Councillor Peter Baker (PS Chair)  Councillor Catherine Holye  
Councillor Andrew Birchall (PS) Councillor Hasina Khan (PS) 
Councillor Alan Cain (ES) Councillor Margaret Lees (ES) 
Councillor Henry Caunce   Councillor June Molyneaux (PS) 
Councillor Magda Cullens  Councillor Thomas McGowan 
Councillor David Dickinson  Councillor Edward Smith (ES) 
Councillor Doreen Dickinson Councillor Joyce Snape  
Councillor Keith Iddon  Councillor Stella Walsh (ES Chair) 
The membership of the Sub-Groups is indicated by (ES) for the Efficiency Sub-Group and (PS) for 
the Partnership Sub-Group 
 
Officer Support 
Lead Officer  
Mr. Asim Khan  Assistant Head of Customer Services (Partnership 

Sub-Group) 
Mr. Jim Douglas  Assistant Head of Office Support Services (Efficiency 

Sub-Group) 
 
Democratic Services  
Miss Ruth Hawes Assistant Democratic Services Officer 
 
General Information 

Information on Chorley Borough Council’s overview and scrutiny toolkit, policies and procedures 
can be found on the Council’s website: www.chorley.gov.uk/scrutiny 
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4. METHOD OF INVESTIGATION 
 
Documentary Evidence 

The Panel received and considered several reports and documents, these included:  
 

Efficiency Sub-Group 

• Annual Efficiency Statement 2005/2006 Backward Looking and 2006/2007 Forward 
Looking,  

• Current and future efficiency plans for Contact Chorley, Partners and examples of best 
practice,  

• Performance Statistics for Contact Chorley,  

• A comparison of the cost to the Council of the Partnership versus the cost to implement a 
solution on it’s own.   

 

Partnership Sub-Group 

• Lancashire County Council Overview and Scrutiny report into the Shared Services 
Contact Centre submitted to the County Council Executive Cabinet on 5 September 2006,  

• Chorley Customer Focussed Access and Design Strategy,  

• Lancashire County Council Update on Customer Access report to Executive Cabinet on 
28 February 2007,  

 
Witnesses 
The Partnership Sub-Group, at it’s meeting on 19 January 2007, interviewed the following 
persons: Councillor Richard Sherras and Mr. Jeff Fenton (Corporate Services Manager) from 
Ribble Valley Borough Council and Mr. Philip Mousdale (Executive Director for Community 
Engagement) from Pendle Borough Council.   
 
The Partnership Sub-Group, at its meeting on 26 January 2007, interviewed Councillor Dennis 
Edgerley (Previous Executive Member for Customers, Policy and Performance) and Councillor 
John Walker (Executive Member for Customer, Democratic and Legal).  
 

 



 

 Page 8 

Research  
The Efficiency Sub-Group visited Contact Chorley on 24 November 2006 and the Partnership 
Sub-Group visited the Red Rose Hub on 8 December 2006.  The Sub-Groups considered the 
views and experiences that were shared on these visits.   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Chorley’s Contact Centre 
 

 
 
Councillor Smith listening in on a call at the Hub.   
 

Panel Meetings  
The agendas, reports and minutes of the Efficiency Sub-Group and Partnership Sub-Group held 
on can be found on the Councils website: www.chorley.gov.uk 
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6. CONCLUSION  
 
General observations  
After taking account of all the documentary and verbal evidence presented and the Corporate and 
Customer Overview and Scrutiny Panel has identified a number of recommendations which, if 
implemented, the Members consider will enhance both the efficiencies that can be achieved 
through the Contact Centre and the Partnership with Lancashire County Council.    
 
Efficiency Sub-Group 
Chorley is as far ahead as other Lancashire Authorities with regards efficiencies and that the 
potential to achieve efficiencies by utilising technology should not be under estimated.   
The Sub-Group’s noted the cross over between the two sub-groups, such as the importance of 
training, info gateways, delivering services for each other   
Due to the delays with the Customer Relationship Management system Chorley had to move 
forward and use a one step at a time approach to transfer each service into the Contact Centre.  
Lancashire County Council have taken the opposite approach.  The Sub-Group feel that Chorley’s 
approach has been more successful.   
One of the reasons the Contact Centre has been so successful is the enthusiasm and willingness 
of the staff to embrace the new approach.   
The Customer Relationship Management system is critical in achieving Chorley’s aims as it 
provides a better understanding of customer’s needs and contact and therefore information on how 
to provide a better and more efficient service.   
 
Partnership Sub-Group 
The Partnership was a groundbreaking project with the initial vision for customers to access all 
services from a single point.  This included a virtual network between the County and the six 
districts.   
The Customer Relationship Management system is key to the future of the Partnership and the 
cost to the Council would be significant to purchase the telephony, hardware and software outside 
the Partnership.  The potential for additional opening hours, in the evenings and at weekend are 
significant benefits.   
If Chorley had not gone with the Partnership we would have faced problems, but different ones.   
Other Authorities in the Lancashire Shared Services Contact Centre Partnership will be contacted 
electronically with the findings and recommendations of the Inquiry. 
 
Lessons learned for Scrutiny  
As there were two definite streams to the Inquiry the Panel appointed two Sub-Groups with five 
members.  The Chair of the Panel sat on both Sub-Groups, with each Sub having a different Chair.  
This ensured continuity through the Subs and the added benefit of the knowledge and skills of the 
two Sub-Group Chairs.  
 
The three Chairs have driven forward each step of the Inquiry and, in particular, the writing of the 
Final Report.   
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7. APPENDICES 
 

Appendix A Overview and Scrutiny Project Outline  
Appendix B Shared Services Contact Centre Partnership Three Year Vision Statement 
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OVERVIEW AND SCRUTINY INQUIRY PROJECT OUTLINE 
 

 

Review Topic: Contact Centre: Efficiencies 
and the Partnership with Lancashire 

Investigation by: Corporate and Customer 
Overview and Scrutiny Panel  

County Council. Type: Inquiry  
 

Objectives:  
Efficiencies  
1. To assess the contribution of the 

Lancashire Shared Services Contact 
Centre to the achievement of the Council’s 
efficiencies agenda.   

Partnership Working  
2. To assess the effectiveness of the 

Partnership arrangements for the 
Lancashire Shared Services Contact 
Centre of both officer and Member 
arrangements. 

3. To assess whether the Council is achieving 
the desired benefits of partnership working, 
for example, procurement, single point of 
access to services, efficiencies through 
extended opening hours and workload 
sharing.  

Desired Outcomes:  
Efficiencies 
1. To maximise efficiencies from the 

Lancashire Shared Services Contact 
Centre partnership arrangements.  

Partnership Working 
2. To establish that the partnership 

arrangements are working effectively, and, 
in situations were this is not the case, to 
propose actions to remedy the situation.  

3.  To ensure the partnership is delivering the 
highest quality customer experience.  

Terms of Reference:   
1. To conduct an investigation into the Lancashire Shared Services Contact Centre 

partnership arrangements. 
2. To review the efficiency programme relating to the Lancashire Shared Services Contact 
Centre. 
3. To identify possible improvements.  
4. To report on the investigations findings and make recommendations to Overview and 

Scrutiny Committee consistent with the Inquiry’s objectives and desired outcomes. 

Key Issues:  
Efficiencies 
1. Migration of resources from back office 

services into the Contact Centre.  
2. Integration to back office systems.  
3. Streamlining contact telephone numbers 

and email points.  
4. Managing migration of customers to more 

efficient methods of access to services.  
Partnership Working 
5. Review contractual arrangements with 

Lancashire County Council.  
6. Contractor performance and governance.  
7. Differing approach of partners.  
8. Customer Relationship Management 

system.  

Risks:   
1. Damaging relationships with partnership 

organisations. 
2. Possibility of negative publicity to the 

partnership.   
3. Having desired outcomes beyond the 

capacity to deliver.  

Appendix A 
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9. Development of Lancashire County Council 
Customer Service strategy.  

10. Delivery of Customer Focus and Access 
strategy. 

Venue(s):   Timescale:  9 months  

Town Hall, Market Street, Chorley.   Start: July 2006 

 Finish:  March 2007 

 

Information Requirements and Sources: 

     Documents/evidence: (what/why?) 

1. Lancashire County Council Customer Service strategy. 
2. Partnership Customer Contact strategy.  
3. Terms of reference for the officer partnership board and Member joint committee.  
4. Chorley Borough Council Customer Focus and Access strategy. 
5. Approved Plan and migration dates. 
6. Annual Efficiency Statement: 2005/2006 Backward looking and 2006/2007 Forward 
looking.  
     Witnesses: (who, why?) 

1. Chair of the Joint Committee.  
2. Chair of the Partnership Board.  
3. Representative from the contractor (Northgate Information Systems NIS). 
4. Representatives from District partners.  
5. Councillor D Edgerley (Previous Member of the Partnership Joint Committee).  
6. Councillor J Walker (Executive Member for Customer, Democratic and Legal Services and 

Member of the Partnership Joint Committee).  
7. Officers of Chorley Borough Council. 
     Consultation/Research: (what, why, who?) 

1. Customer satisfaction performance statistics.    

      Site Visits: (where, why, when?) 

1. Shire District partners.  
2. Lancashire County Council.  

Likely Budget Requirements: 
 

  Purpose                                           £ 
Site visit costs                                    200 
 
 
   Total                                               200 
 

Officer Support: 
Lead Officer: 
Asim Khan (Assistant Head of Customer 
Services). 
Democratic Services Officer: 
Ruth Hawes (Assistant Democratic Services 
Officer). 
Corporate Policy Officer: 
To be identified as required.  

   

Target Body1 for Findings/Recommendations  
(Eg Executive Cabinet, Council, PCT) 

Overview and Scrutiny Committee.  
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Appendix B 
 

Shared Services Contact Centre Partnership  
Three Year Vision Statement 

 
This three-year vision is seen as the foundation to enable the partners to achieve the long term 
objectives of the Partnership. 
 
Each partner is seeking to provide customers with easy and convenient access to all their services 
through the development of modern Contact Centres.  Each council will work in partnership to 
achieve significant efficiency gains and service improvements through effective and appropriate 
sharing of resources and information.   
 
The shared objectives of the Partnership are that: 

• Each Council will offer a single point of access for all their services through their Contact 
Centres 

• A two-way signposting service will be available between Lancashire County Council and 
the District Councils  

• Overflow and extended hour opening will be developed as a discretionary service to the 
partners by Lancashire County Council  

• The partners will work towards shared Contact Centres with co-located District and County 
Council staff 

• Lancashire Gateways will be developed in consultation with the partners, within appropriate 
locations to support the overall aims of the Partnership 

• The partners will share common systems and processes including Customer Relationship 
Management (CRM), telephony and training 

• The CRM system will be hosted by Lancashire County Council 

• The partners will open up membership of the partnership to other districts 

• The partners will further develop joint working into other projects 

The partnership will work towards these objectives between 2007 and 2009 and will 
develop shared programmes for each together with a business plan against which 
progress will be monitored and reported. 


