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:
Contact Centre 
a. How many contact centre agents do you have?
The Council holds the information you have asked for.

We are licenced for 250 concurrent users across all services. 

b. Please confirm the manufacturer of your contact centre system(s) that are currently in place?
Netcall- Liberty

c. Please confirm which channels you are using today? (I.E. voice, web chat, social media direct messaging, SMS, email, WhatsApp)

Voice & Email 

d. When is your contract renewal date?
31/04/2025

e. What is the name of the 3rd party that provides maintenance / support your contact centre system(s)?
Not applicable, Netcall provide it.

f. Who in your organisation is ultimately responsible for the contact centre system? - please provide job title at the least.
Andrew Shilliam - Director of Corporate Services

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
