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25th August 2004 Scottish Widows, Chatham

Another New 
Telephony 

Strategy for SW 
S

taff will be aware from meetings with 

their Team Managers that Scottish 

Widows’ Telephony Strategy is changing 

again with the establishment of a Divisional 

Contact Centre (DCC) covering both Edinburgh 

and Chatham. 

As part of this new strategy the call routing 

menus, or IVR system, which are the fi rst 

contact customers have with Scottish Widows and are seen by customers as complex, time consuming 

and irritating, will be removed and replaced by telephony agents in the DCC.  The agents in the DCC 

will have access to CSUI, AWD and Extranet and following a period of training will be able to deal 

with the majority of customer calls / requests.  The agents will also be expected to deal with any 

administration associated with a call and only with exceptional calls will they be expected to pass 

those through to a telephony agent in one of the specialist units.  Scottish Widows has said that it 

would expect staff in the DCC to wrap-up 80% of initial customer calls by the end of the year.

The Scottish Widows CARE Scores have taken a battering over the last few months and according to 

Senior Management “Extending the new telephony approach is seen as the single most important 

factor in improving the quality of our customer service.”.  Time will tell whether Scottish Widows is 

right but it is interesting that when call routing menus were fi rst introduced they were seen as the 

way to improve the end to end customer experience.

The Right to Volunteer
The new Divisional Contact Centre will have approximately 320 staff across both sites.  In Chatham 

the DCC will have approximately 50 staff.   There are 20 staff in Chatham who are currently in a 
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call handling role and they will become part of the DCC when it becomes operational.  The DCC 

in Chatham may be looking for volunteers to work as telephony agents by the end of 

September.  Staff in Chatham who volunteer to work in the DCC may be required to change their 

working pattern and members should discuss this first with their Team Manager before they decide to 

join the Centre.  Any changes should be confirmed in writing.

More importantly, those staff who volunteer to work in the Centre will have the opportunity to 

reconsider their decision once the new reward system is announced.  If they subsequently decide to 

leave the Centre because they will be financially worse off then Scottish Widows will find them an 

alternative job elsewhere in Chatham. 

Future of Workflow Pay
Earlier this year LTU and Scottish Widows agreed to freeze the productivity and quality elements of 

the Workflow pay system.  That will continue for those staff working in the new DCC.

If productivity and quality can’t be measured in the new DCC then the current Workflow pay system 

becomes redundant and it will have to be replaced.  Contact Centres in the rest of the Lloyds TSB 

Group use a system called Effective Performance Levels to reward staff.  For telephony agents/

consultants there are three Effective Performance Levels and those levels are defined by a combination 

of what you do, called Building Blocks”;  what you achieve, called “Statistical Measures”;  and the 

way you do it, called “Behavioural Measures”.  Pay is then managed against each of these levels.  The 

current salary levels for agents in Glasgow are £12,250 for EL1, £13,600 for EL2 and £15,650 for EL3.

In my last Newsletter I said that LTU and Scottish Widows were in the early stages of discussing how 

pay can be managed in future.  Those discussions are continuing.  In Edinburgh staff are subject to 

the new pay zone structure that was introduced recently across the Group.  They are not subject to 

a variable pay system and they can earn discretionary bonuses.  However, it is because of the 

Workflow pay system that the average member of staff in the Client Services Division in 

Chatham earns significantly more than the equivalent member of staff in Edinburgh.  What 

we have to ensure is that any new pay system reflects the different levels of productivity in 

Chatham and Edinburgh and that we don’t see a levelling down of Chatham salaries.

Members with any questions or comments on the new Contact Centre strategy or on Workflow pay 

can speak to the Union’s Advice Team on 01234 262868.

PAS Back to Edinburgh
It seems that the blood, sweat and tears of Chatham staff taking PAS calls wasn’t enough 

to save all the work from being transferred back to Edinburgh.  According to Scottish Widows 

the removal of the call routing menus will make it technically impossible to route all PAS calls to 
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Chatham.  PAS Administration, Specialist calls and Network Seller calls will, at least for the time being, 

continue to be undertaken in Chatham.  

Staff in Chatham will recall the results of Project Vera, undertaken under the previous regime, which 

showed that, like for like, the productivity of staff in Chatham was higher than it was in Edinburgh 

and that Chatham was better at delivering customer service.  On the back of that success, Scottish 

Widows confirmed that the processing of all individual PAS servicing work, including telephone calls, 

would be done in Chatham.  The 100 or so staff who had previously done that work in Edinburgh were 

redeployed elsewhere.

Since the work was moved to Chatham staff have moved heaven and earth over the last 

year or so to make it a success and it seems that all that hard work has been for nothing.  

Equally, the staff in Edinburgh who previously dealt with PAS calls have been scattered to the four 

corners of Customer Services to do other jobs.

In Chatham 25 permanent staff and 15 temporary staff will be affected by the transfer of PAS calls 

to Edinburgh.  Scottish Widows have said that it will be able to redeploy all the permanent staff into 

alternative roles elsewhere within Chatham.  It will also seek to do the same for the temporary staff 

but that cannot be guaranteed.  PAS staff should ensure that they are being redeployed into a suitable 

alternative role and they can discuss any new role with the Union’s Advice Team on 01234 262868. 
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Jean’s Ear
Any member of staff who would like to discuss 

their individual position should speak to Jean Fray, 

LTU’s Jointly Accredited Office Representative for 

Chatham.  Jean will be happy to help you and she 

can be contacted on Extension 4894 or at 

Jean.Fray@scottishwidows.co.uk.  

Sue Silver, LTU’s Area Officer for Scottish Widows, 

Chatham, will be visiting on Thursday and 

Friday, 26th and 27th August and members with 

any questions or concerns can speak to Sue in 

confidence.


