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Introduction

The Financial Services Access to Call Centre project was a pilot – stand alone project aimed at raising awareness of job opportunities in Financial Services call centres through customised training for jobs in an effort to increase the pool of skilled people in Edinburgh and Coatbridge area.

A short (2 days) course was run for eight (8) weeks at Stevenson College, Edinburgh and Coatbridge College, Coatbridge.  In addition, key Financial Services companies in Edinburgh and its travel to work area offered interviews to interested participants.

The short course delivered over eight weeks covered four key areas:

· A visit to a live Financial Services Call Centre

· Keyboard skills

· Telephone skills

· Interview techniques

The Financial Services companies, which participated in the course, are:

· Intelligent Finance

· First Direct

· HSBC

· Bank of Scotland

· Lloyds TSB

The anticipated benefit of the project was that this model would provide an excellent basis for the development of activities across the Network.

Evaluation Methodology

The key parties involved in the project are the Colleges, the participants (students) and the Financial Services Companies. We have however decided to employ various techniques in gathering the relevant evaluation information from the various parties.

Information from Colleges – Face to face interview

Information from participants (students) – Phone interview

Information from companies – Face to face or phone interview

Evaluation Framework

Project Inputs (resources used)

· The project cost £27,293 against the original forecast of £24,000.

· The project required on full time project manager from SEEL.

Project Activities (services delivered)

· Eight training courses delivered by each College over a period of eight weeks, covering the following areas such as keyboard skills, telephone skills, interview skills and visit to a live call centre.

Project Outputs (immediate product of service delivery)

· A total of 122 people have been put through training. 

· The visit to live call centres proved to be very useful as it played a major role in changing participants perception of working in a call centre.

Project Outcomes (immediate effect created by project activity)

· So far twenty-one (21) people have gained employment as a result of this project.

· Increased awareness of job opportunities in Financial Services Call Centres.

· A significant change of perception as regards working in a Call Centre.

· Coatbridge College has decided to deliver the course as part of its core activities for 2002-03, resulting in continued delivery over the coming year without SE funding.  

Stevenson College Evaluation

Course Manager: Iain Milne and June Wigfied, Stevenson College

Stevenson Business Training provided the initial contact for prospective students informing them on course content, availability and enrolment. The following banks, Standard Life Bank, Bank of Scotland, HSBC and Intelligent Finance provided support in the form of visits to live Call Centres and offering telephone interview to interested participants.

Stevenson College successfully put forty-four (44) people through the taster course. Their details were then passed on to the Banks for telephone interviews but unfortunately there has been no information as to whether or not participant have all been successfully interviewed.

At the end of the course, ten (10) participants gained employment, two (2) went on to further training.  A post completion phone campaign was carried out to find out participant destination. A lot of them could not be reached during the day as they were at work. Around 40% of those who came on the course were employed full time or part time. 

Challenges Faced

· The number of interested participant towards the end of the course was quite low. This led to the running of a second advert in the local press. The response from the second advert enabled the College to fill the available course vacancies.

· The second advert has resulted in a waiting list of  ninety seven people (97)

· The college experienced difficulties in meeting with the Bank contacts provided by SE E&L and this led to a delay in arranging the first set of Call Centre visits.

· The College was also restricted to ten (10) participants per Call Centre visit and found it difficult to enrol this exact number on every course. Since course attendance was completely voluntary. Furthermore, a few of the visits were cancelled at very short notice putting the college in a very uncomfortable position.

· Measuring the success of the course regarding job outcomes has not proved very easy to assess, as feedback from student was purely voluntary. 

Conclusion

· The course was worthwhile to take part in for both participants and College staff.

· There was very positive feedback from course participants.

· The College is keen to run the Course again with support from SE E&L.

· The college has been contacted by various call centres (Non- Financial Services) who are keen to participate in the course

· Some non-Financial Services call centres have expressed their interest in participating in future courses and it might be worth while to explore this option.

Coatbridge College Evaluation

Course Manager: Charlie Kaprot and Fiona Thomson, Coatbridge College

Coatbridge College provided the initial contact for the prospective students informing them on course content, availability and enrolment. The following banks, First Direct, HSBC, Lloyds TSB and Intelligent Finance provided support in the form of visits to live Call Centres and offering telephone interview to interested participants. 

Coatbridge College successfully put seventy-eight (78) people through the taster course.  All course participants took part in the call centre visits. Their details were then passed on to a recruitment agency and all interested participants have since been interviewed.

Of the seventy eight (78) who attended the course, eight (8) have gone into further training at Coatbridge College, eleven (11) have gone into full employment, twenty four (24) were already in full employment prior to commencing the course and the destination of remaining thirty eight (38) remains unknown.

Challenges Faced

· A lot of the available work in Financial Services call centres were outside Coatbridge and the lack or unavailability of frequent public transport between Coatbridge and the relevant locations made it impossible for some course participants to accept job offers in certain areas.

Conclusion

The results of the post completion participants destination campaign showed that a limited amount of students were actually at home during the periods calls were made. This could indicate that a much higher percentage actually gained fulltime employment. Response to employment related questions were not answered openly. This could indicate that part time employment was not being declared to job centres or they just did not want to disclose personal information regarding employment status. All students who participated in the course gained a Coatbridge College Call Centre Access to Call/Contact Centre Certificate. The overall results from Coatbridge College have been successful and it is hoped that from the pilot scheme similar projects will follow.

The use of a recruitment agency for the phone interviews and subsequently job placement proved particularly successful with and is highly recommended. Recruitment agencies have the time and personnel to engage in this sort of course and have a wider base of Financial and non-Financial Services client. They are also better informed on which client is recruiting at the moment. The option of engaging recruitment agencies will therefore an interesting one to explore along side Financial Services companies who still carry out their own recruitment.

Course Participants Evaluation

Upon completion of the course, an attempt was made to contact all course participants to find out their current situation and their opinion on the course.

80% of those who attended the course at Stevenson College felt it was very useful and met their expectation. They also felt that the course covered the relevant skills required for working in a Financial Services call centre.

None of the participants contacted from Stevenson College seem to have had the promised interview from the participating Financial Services company. A few of those on the first course did not have the opportunity to visit a call centre.

45% of the participants at Stevenson College felt the course was a bit disorganised and the breaks between the classes were too long. 

90% of the participant suggested that more time should be spent in future on more role-play in a simulated call centre. 

95% of the feedback we received indicated that the course has changed their perception of working in a call centre.

Financial Services companies Evaluation

The following companies were involved in the access to call centres course:

· Bank of Scotland

· Intelligent Finance

· HSBC

· Standard Life Bank

· Norwich Union

· First Direct

· Morgan Stanley

Conclusion

· Majority of the Banks and companies involved covered the relevant skills required for working in a Financial services call centre.

· Non of the companies involved could comment on the interviews, as they had not interviewed anyone from the course.

· Non of the companies were able to tell if they had employed anyone from the course as a different department of the company handled recruitment.

· All the companies contacted felt that some sort of customer service content should be incorporated into any future call centre courses.

· All the companies contacted were keen to get involved in this sort of project in future.

· Most of the companies contacted felt that the visit to a live call centre should be the last thing on the course and not the other way round.

 CONCLUSIONS AND RECOMMENDATION

Following the analysis of the data and information available from the colleges, course participants and the Financial Services companies involved, the following conclusion can be drawn.

The course was successful in meeting some of the objectives we set out to achieve.  It succeeded in changing the participants’ perception of working in a call centre and equipping them with the relevant basic skills required for working in a call centre whilst raising awareness of jobs within the Financial Services call centres. 

On the other hand, the course did not achieve the anticipated success level in terms of the volume of people put through training and the number of job outcomes. We anticipated 240 people going through training and 120 of them going into jobs after the course.  The volume for number of participants was not achieved as attendance was voluntary and participants opted out in the last minute. One of the colleges had to run three extra courses at no cost to SEEL to make up their numbers. The anticipated number of job outcomes was also not achieved as the volume of people on the course was lower than expected and 36% of the participants were not interviewed at all. However, during the post completion phone campaign to find out participant’s destination, over 20% refused to disclose their current situation. Our guess is that they may be in some form of employment and still receiving some form of state benefit or allowance. 

The Financial Services contacts we had were from the training or call centre department and were not directly involved in the recruitment of staff. In future, increased commitment should be sort from the Financial Services companies and a better arrangement as regards guaranteed interviews. Two contacts from each Financial Services company should be provided, one responsible for the call centre visit and the other for the interviews and recruitment aspect.  The recruitment contact from the companies should be more involved in the course and provide information on what their expectations are of both the colleges and participants and what their recruitment requirements are and likely barriers which participant might come across such as security checks. This will in turn enable to colleges to better structure the training programme to suit the needs of the companies.  SEEL should also be more involved in setting up the visits and phone interviews to will ensure that promised interviews and visits are offered as stated in the project paper.

In terms of contracting with colleges, in future project deliverables should be clearly stated in the contract to avoid any misunderstanding.  Also the relevant college contact for SEEL should also be clearly stated. 

For any future course to be a complete success, all of the issues raised above must be addressed.  Better and more realistic targets need to be set and an early evaluation during the course will help address some of the evolving issues in the early stages of the course.

In conclusion, the taster course has proved successful at changing the participant’s perception of working in a call centre; it has also created better awareness of job within Financial Services call centres. The course has however failed to create the anticipated economic benefit in terms of Jobs and people going into further training. It is therefore not feasible to continue with the course until the issues raised and problems highlighted in this evaluation report are addressed.
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