Freedom of Information Act 2000/Environmental Information Regulations 2004  
re: ICT contracts
Your request for information has now been considered and the Council’s response to your questions is shown below.

You asked:
I wish to submit to the organisation a freedom of information request relating to the organisation’s ICT contracts, specifically around:     

1.          contact centre contract(s)

2.          inbound network services contract (s) 

The first part of my request relates to contact centre service contracts which could relate to one of the following:

 

1.       Advanced call distribution to control the flow of calls and maximise customer experience

2.       Email, website live chat and integrations with popular social media apps like Facebook and Instagram

3.       Performance monitoring tools to track performance, customer satisfaction and other key sales metrics

 
This could be part of a whole package or separate service applications.

 

Please send me the following information for each provider:

 

1.            Incumbent Supplier: For each of the contract(s) please can you provide me with the supplier of the contract.

Answer:

Netcall

 

2.            Annual Average Spend: For each supplier, please state the annual average (over 3 years) spend for each supplier

 

150k per annum

3.            Contract Duration: For each supplier, please state the contract duration of the contract expires. If available please also include any contract extensions.

 
5+2+2+1 year(s)

4.            Contract Expiry: For each supplier, please state the date of when the contract expires.

12/03/2035

 

5.            Contract Review: For each supplier, please state the date of when the contract will be reviewed.

Annually in advance of any break points.  

 

6.            Contract Description: For each supplier, please state a brief description of the services provided of the overall contract.

Liberty Converse CX -CX Digital and Voice Edition Agents, CX AI, CX Speech Rec 

Digital and Voice Edition 250 Concurrent agents / Liberty voice connections 

Virtual agent voice / touch tone and Speech Recognition /WebRTC softphone 

Liberty third party connected SIP channels /CX storage /Digital Messaging /Web chat, email, SMS, social messaging, tasks /Virtual agent digital /digital messages per month/ Liberty AI

 

7.            Contact Details: For each supplier, please state the person from within the organisation responsible for the contract. Please provide me with their full name, actual job title, contact number and direct email address. At the very least please provide me with their actual job title.

Rebecca Cowan, Head of DDaT Delivery 

Tel: 0116 454 1272

Email: Rebecca.Cowan@leicester.gov.uk
8.            Number of Agents; please provide me with the total number of contact centre agents;

Customer Service agents 50

 

9.            Number of Sites; please can you provide me with the number of sites the contact centre covers.

User based not site related, covers all sites under LCC 

10.        Manufacturer of the contact centre: Who is the manufacturer of the contact centre system that you operate?

Netcall

 

11.        Do you use Microsoft Exchange 2003 as your email server? If not, then which products do you use?

MS exchange is cloud based. 2019

 

12.        Number of email users: Approximate number of email users across the organisations.

800
The second part of my request relates to the use inbound network services contracts which could relate to one of the following:

1. 0800, 0845, 0870, 0844, 0300 number
N/A

2.        Routing of calls

Via SBCs Telephony Call routing control device

3.       
Caller Identifier

N/A

4.       
Caller Profile- linking caller details with caller records

Corporately N/A but will be introduced with the Netcall platform for calls through the ACD 

5.        Interactive voice response (IVR)
Corporately N/A but will be introduced with the Netcall platform for calls through the ACD

For a contract relating to the above please can you provide me with?

Noting comments above

 

1. Incumbent Supplier: For each of the contract(s) please can you provide me with the supplier of the contract.
Softcat -SBCs 

2.       Annual Average Spend: For each supplier, please state the annual average (over 3 years) spend for each supplier

13k per annum 

3.       Contract Expiry: For each supplier, please state the date of when the contract expires.
29/09/2026

4.       Contract Review: For each supplier, please state the date of when the contract will be reviewed.

10/01/2026
5.       Contract Description: For each supplier, please state a brief description of the services provided of the overall contract.

Telephony Call routing control device 

6.       Contact Details: For each supplier, please state the person from within the organisation responsible for the contract. Please provide me with their full name, actual job title, contact number and direct email address.

Rebecca Cowan, Head of DDaT Delivery 

Tel: 0116 454 1272
Email: Rebecca.Cowan@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
