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	Telephony Transformation Overview

This update is designed to inform you of key change activities that may impact on the local Jobcentre Plus services you access, as a result of the Telephony and Processing Implementation Project (TPIP) transformation programme.  
The Project aims are “to create one way of working for the Jobcentre Plus telephony channel, so it is managed in the most effective, efficient and standard way” with a longer term aspiration to create a single, fully virtual network.  



Jobcentre Plus is currently eight months into the transformation programme which will create a single ‘virtual’ telephony network across 40 – plus sites with standardised processes and we have already realised improvements to our telephony performance and positive effects on processing.

Transfer of Springburn Benefit Delivery Centre



From 05/07/2010 Springburn Benefit Delivery Centre will no longer sit within the Benefit and Fraud Directorate of Jobcentre Plus. The site will transfer in full to the Jobcentre Plus Contact Centre Directorate. Springburn will now solely be a Telephony Site dealing with 0800 Crisis Loans and 0845 Social Fund enquiries. For Customers the transition will be seamless, they will continue to dial the same 0800 & 0845 numbers as they do now although calls will be routed through the Social Fund virtual network for 0800 calls.
The Social Fund processing work previously carried out in Springburn Benefit Delivery Centre will now be processed at Perry Barr Benefit Delivery Centre. 
Escalation Process 
Local arrangements (where direct dial numbers have been issued in the past for escalation) will now be replaced with the standard virtual process where escalation is made by calling the relevant 0800 and 0845 numbers. Please no longer use the Escalation direct dial numbers previously issued.

· 
· 
· 
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If you have any further questions about the telephony and processing transformation and the changes that are happening please contact Anne McGuire Partnership Manager:  
Email address: 
 ANNE.MCGUIRE1@JOBCENTREPLUS.GSI.GOV.UK[image: image1.emf] 


Telephony and Processing Implementation Key Partner Update 


Insert Date 01/07/2010





The bulletin has been produced by the Regional Transformation/Change team in conjunction with the Telephony and Processing Implementation Project.
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