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Customer Services

Customer services across the SLC

Changes made for 2010/11 and their impact

Changes planned for 2011/12 and their impact
Customer Experience Training — the Excel Programme

Questions



SLC Customer Service Locations
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Contact Centre - Colwyn Bay

* Fully bilingual contact centre
 Open 08:00-20:00 Monday to Friday, 09:00-13:00 Saturday
o 22 Advisors supporting customers with queries regarding:
— Student Finance Wales
— Welsh Assembly Government FE products
— Educational Maintenance Allowance
— Assembly Learning Grant
 Work in partnership with the Local Authorities in Wales for HE

» Work with the FE Services team in Hillington for FE



Contact Centre - Darlington

Open 08:00-20:00 Monday to Friday, 09:00-17:30 Saturday/Sunday
177 Advisors supporting customers with queries regarding:

— Student Finance England

— Disabled Student Allowance

— EU Applications

Specialist Resolve Team in partnership with Processing Services
Outbound calling teams to pro-actively contact customers
Team handling the processing of changes to courses and fees

Support calls escalated from our outsource partners



Contact Centre - Glasgow

 Open 08:00-20:00 Monday to Friday, 09:00-17:30 Saturday/Sunday
e 195 Advisors supporting customers queries regarding:

— Student Finance England

— Student Finance NI

— Payment queries for SAAS (Scotland)

— ICR repayment (all domiciles)

— Mortgage style loans (all domiciles)

— HEBSS (all domiciles)

« Correspondence teams handling letters from customers



FE Services - Hillington

Process applications for:

— Educational Maintenance Allowance (Wales & Northern Ireland)
— Assembly Learning Grant (Wales)

— Pathways to Apprenticeship (Wales)

o Customer contact with support from Welsh contact centre

» QOperational relationship with the Learning Centres

« 33 processing/contact staff

* Process 44,000 applications annually, together with:

— 69,000 evidence documents

— 28,787 items of correspondence

— 115,450 calls (assisted by Colwyn Bay)



Contact Centre — Outsource Partners

« External companies providing flexible staff to cover peak demand

» Varies between 40 and 580 staff over the year

 From March 2011 two separate partners:
— Teleperformance based in Gateshead and Erskine (near Glasgow)
— Response based in Glasgow

* Both companies provide 50% of the require resource

« Consistent training across outsourced advisors

» Service credit framework to ensure call handling quality is maintained



Change In 2010/11

* Increase resources to ensure 90% of forecast calls can be answered
* Deliver a 5 day training course product knowledge to all advisors
 Implement a new 4 week “blended” induction for SLC advisors

* Increase outsource training from 1 week to 2 weeks

 Ensure advisors have access to all the required information

* Implement new customer focussed call handling techniques

 Manage a dynamic and responsive communications plan, making the
best use of websites, IVR, social networking and partner organisations

« Maximise the automating in application processing
 Ensure all mail is handled, scanned and indexed in Darlington



Contact Performance Comparison — Calls Answered
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Contact Performance Comparison — Calls Answered
2009/10

Overall Call Volume Summary
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Contact Performance — Customer Experience
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Changes In 2011/12

« Continue with resource levels to answer 90% of calls
 Extend and reinforce the new call handling technigues
* Introduce a Knowledge Management solution

* Enhance quality monitoring processes

« Outbound calling to make things easier for customers

« Call routing to ensure calls are dealt with by an advisor with the most
appropriate skills and experience



Changes In 2011/12

* Verification of household income with HMRC to remove the need for
documentary evidence

» Acceptance of photocopy evidence

* Improvements to the Directgov website

* “Rollover” of non-means tested returners
« Further automation of assessments

 Complete implementation of new contact centre technology...



Customer Contact Technology
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Cultural Change Programme - Excel

» A step-change in performance of advisors and the management teams
« Extensive training programmes for managers and advisors
 For managers:
— Focus on their people - not processes, policies and procedures
— Coaching and development their key activity
— Encourage clear and constructive feedback and communication
e For advisors:
— Focus on the customer — not processes, policies and procedures
— Employ progressive call handling techniques to manage the call

— Increase first call resolution through building customer confidence



Cultural Change Objective

MAKE IT EASY FOR OUR CUSTOMERS

Our Customers tell us we provide a seamless experience
We reassure our customers
We know what our customers want by building trust & having natural, positive conversations
We relate to our customers by personalising our dialogue to each situation
We resolve customers issues in a simple and straightforward way, making it clear what the impact
of our solutions are
Where we cant give an answer at the first point of contact, we provide a seamless service to our
Customers that gets them the help they need

EXCEL AT EVERYTHING WE DO

Our funders recognise we are efficient and joined up

* We understand the bigger picture and check every decision against it
We're ahead of the game finding issues and communicating solutions
All change is governed by what the customer wants

We regularly give motivational and formative feedback to each other

Our people are engaged and this is reflected in our best companies results
» We work in an open and honest way
* We all take ownership and accountability
» We talk to each other rather than send email
» We work as one team
» Our support areas make it easier for our front line to deliver



Effective People

Connection

Explore different ways of
communicating with your team to
ensure understanding of the big
picture and the part they play

Capability C Commitment

Grow & develop
your people
through effective
coaching and
feedback

Understand the
roles inspirational
managers take —
walk the talk on
ownership



Improved Customer Experience

Reassure

you want to help, you lower
tension and raise trust and | feel
listened to and taken seriously

Resolve

you give me
answers in the way
| want to hear,
setting realistic
expectations

R3

Relate

you recognise
my situation and
treat me like an
individual



What do our people think?

“My call time is more constructive. Reducing customer tension
_means that I'm able to gain more information from customer
And then able to do more for them”
- Gavin Spence, Advisor, Glasgow

L

“It has given me the tools to give the same information in a
Way that it much easier for the customer to understand. Our
approach is more customer oriented now”

- Claire Kerr, Advisor, Glasgow

"It has been a really busy and difficult time for advisors In general with
customer complaints but since | have used the call structure and training
techniques from the Excel Training | have had a personal

recommendation from a customer and 2 other customer compliments in
the space of just 3 days” - Rhonda Robinson, Advisor, Glasgow

“In terms of the difference it has made to my call handling, | feel
empowered, professional, and no longer have calls ending
with a negative experience by both myself and the customer,
even when the news is not good”

- Andrew Breckhill, Darlington
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