
Current Operating Model  
 

Telephone contact 

4.2 M calls annually ( estimated )  
89 published numbers ( 14 thru ACD : 75 to ext ) 

174 Hunt Groups ( 886 staff ) 

50% non ACD answered  

80%-90% ACD answered 

 3.6  M On line visits 

Fragmented customer experience 

20 web microsites 

292,000 post (reducing) 

87 published email addresses   

F2F 

132,000 

24% ACD 
76% Non ACD 

Targeted channel 
shift 

2 Customer service centres 
North 75% South 25% 



Customer Access Strategy 
 

DIGITAL MAIN CHANNEL 

Customer portal – simple and easy 

Reduced Microsites 

All key services available 

 

 

Change customer behaviour and increase engagement 

 ACD 75%  

20 Published numbers 

 90% answer rate 

Web Chat 

 

 
Complex 

Services 

 

Shared 
Data  

Self service 

Self service 
Assisted self service 
 


