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 can you confirm what training is offered whether mandatory or optional, to your frontline contact centre/call centre staff who are answering calls/responding to emails. 
Leicester City Council offers the following training for frontline contact centre/call centre staff.

Induction training:

Call handling / front facing training

Health and safety and SO2 reporting

Mandatory courses:

Induction courses within SWAY -inc Fraud awareness , equality awareness

Data Protection and Information Security; 

Safeguarding (Adults/Children)

Health & Safety 

Counter Terrorism Training, 

Suicide awareness 

Mental Health awareness.

Anti-Social Behaviour awareness

Debt recovery and supporting vulnerable payers (provided by enforcement team) based on skill set.

Liberty system training including media handling.

Northgate 

OpenRevenues

Granicus 

Love Clean Streets

Liquid logic

S02 reporting 

Annual refresher training:
Data Protection and Information Security

Safeguarding (Adults/Children)

Counter Terrorism Training, 

Suicide awareness 

Mental Health awareness.

Anti-Social Behaviour 

Fraud awareness

Call handling training 

Conflict management 

Service specific training

Email communication 

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
