FREEDOM OF INFORMATION ACT 2000/ENVIRONMENTAL INFORMATION REGULATIONS 2004 
Your request for information has now been considered and the Council’s response to your questions is shown below.

You asked:

Please confirm the manufacturer of your telephony system(s) that are currently in place?
Microsoft Lync 2013

When was the installation date of your telephony equipment?
2013.

Who maintains your telephony system(s)?
The council (application) and Risual Limited (servers)

Please confirm value of the initial project? 
50k

Please confirm value of annual support/maintenance services (in £)?
Application Annual subscription included as part of E3 user licence not possible to segregate it out, Server support is 18K per annum 

Does your annual maintenance service include moves, adds and changes? And if not what is the annual cost of moves, adds & changes?
Move, add & changes are managed in house by IT Services

When is your contract renewal date?
MS agreement April 2022, Servers June 2022

Do you use Unified Communications or Collaboration tools such as Microsoft Teams/ Slack/ Cisco/Avaya/Mitel/ Zoom? If yes, please list all tools you are currently using?
MS Teams /Zoom

Please confirm the manufacturer of your Contact centre system(s) that are currently in place?
Netcall

When was the installation date of your contact centre infrastructure?
2008.

Who maintains your contact centre system(s)?
Netcall.

Please confirm value of the initial project? 
Initial Cost 90K

Please confirm value of annual support/maintenance services (in £)?
Support £61,000 per annum

How many contact centre employees/agents do you have?
200.

Do agents work from home? Or just your offices?
Both.

When is your contract renewal date?
31/03/2022

Do you use a CRM in the contact centre? What platform is used?
Yes, Firmstep

Do you use a knowledge base / knowledge management platform? What platform is used?
No.


Who currently provides your calls and lines?
Gamma (SIP)

What is your current annual spend on calls and lines?
75K per annum

When is your contract renewal date?
30/09/2022

Who provides your wide area network? How many sites are connected?
London Grid for learning (Virgin)  200 sites +

How many employees do you have overall within your organisation?
Excluding schools and casuals, we have 5819 employees.

Can you provide contact details for your procurement lead / category manager for these services?
Junior staff names are exempt from release under Section 40(2) of The Act as they are personal data. The Council judges that this personal data is being processed for the purposes of employment and that disclosure to the wider world under the Act would constitute a breach of Data Protection principles, notably Principle 1– fair, lawful and transparent processing and Principle 2 – processing for specified and not incompatible purposes.  Therefore, this Information is exempt from release. 


Can you provide names and contact details for the following people within your organisation?

CIO / IT Director
Mr Carl Skidmore

City Information Officer

Carl.skidmore@leicester.gov.uk 


Head of IT
No such post.

Head of Digital Transformation
Ms Anita Chinda 

Digital Transformation Lead

Anita.chinda@leicester.gov.uk

Head of Customer services
Ms Caroline Jackson 

Head of Revenue and Customer Service 

Caroline.jackson@leicester.gov.uk
You may re-use the information under an Open Government Licence.
If you are dissatisfied with the handling of your request, please write, explaining your grounds of appeal, to: 

Internal Review

Information Governance & Risk
Email: info.requests@leicester.gov.uk
