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Information Gaps and Closing Them

Information gaps can be identified :

1.  When a CSA or CIO does not find information to support a query

2.  A call is routed to an incorrect destination or area

3.  When feedback is received regarding the lack of one-stop resolution

Any gaps should be documented and reported :

1.  For gaps identified in CSC or CIC an entry in HEAT should be created (or in main supporting

system (e.g. Trading Standards and Social Services)

2.  For gaps identified by service departments an e-mail should be reported to the relevant SIM

Reported gaps should be evaluated to determine  their cause:

1.  Gaps could be caused due to a training issue, a system accessibility problem or due to the

information not being available.

The CSC/CIC team leader, should use information recorded in HEAT to identify raised issues and

identify their cause as either a training issue, system accessibility issue or information gap.

The SIM should examine the reported gap and confirm whether the information is available or missing

Resolve gap

Specify system

change request

Raise information

gap with

appropriate SIM/

Info Manager

Information

gap

Yes

Yes

Yes

No

Approach to resolving the gap should be identified and put into action:

1.  The CSC/CIC manager and appropriate SIM should discuss the problem and identify the resolution

path as either:

Monitor

Performance

General performance monitoring of the service delivered to identify issues and information

gaps

This is the regular meeting between service owners and service delivery and involves service

managers, Information Managers, SIMs, CSC, CIC and Web manager

1. SIMs and Department

Information Managers will

need to resolve any

identified information gaps

reported to them.

2.  The resolution may in

turn require an update to

HEAT, Intranet/Internet

page(s), Telephone

Directory or Services

Search

Publish updates
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Information Management


Information Gap Process


Introduction

Access to up-to-date and accurate information is critical to the delivery of services in Service departments, the Customer Service Centre and the Council Information Centres.  The performance of each service delivered to customers through the CSC and CICs are monitored through the service level agreement process.  Part of this process will include the monitoring of the quality of information used to support queries and be reliant on the quality of this information and action planning to fill any information gaps.

This processes is working well for those services already implemented in the CSC.  However General Enquiries by its nature has wide ranging information requirements that will take some time to bed down.  Additionally General Enquiries covers the breadth of services and directorates and there is no single service owner.  Therefore it has been agreed that the SIMs will monitor delivery of the service level and be responsible for ensuring any gaps in information (information gaps) are filled.  The following process is a draft for discussion that describes the activities and responsibilities involved in an attempt to resolve the current issues that have been identified.  It applies to all services, except for NCS and NPS.

Process

The suggested process comprises 5 steps (documented as a flowchart in Appendix A) as follows:

Step 1:  Identify Information Gap

In this step the actual gap is identified.  The gap can be identified by either staff in the CSC and CICs when answering a customer query, or by staff in a Service Directorate or Department when a call is routed incorrectly or one-stop resolution should have been possible (i.e. a call agent could have resolved).

Types of information gaps include:

· The Customer Service Agent (CSA) or Council Information Officer (CIO) is bounced around in the service department before finding the correct location to take a call

· The CSA or CIO cannot find information to resolve a call and a hand-off procedure is not established

· A call is routed to the wrong location in a service department

Step 2: Report/document Information Gap

In this step the gap is documented and reported.  

For gaps identified in the CSC or CIC an entry in the main system in use to support the specific service or the Contact Database should be created.  In the contact database the information gap box should be ticked to enable reporting.

For gaps identified in a service department these should be reported to the relevant Service Improvement Manager (SIM) for action.

Step 3: Evaluate Gap

In this step the reason for the gap is evaluated/investigated.  The SIM, CSC Manager/team leader or CIC manager should investigate the reported gap to enable resolution.  The gap could be due to three causes:

· Information is available on the Internet/intranet or in an ICT solution but that it is difficult to find.  Any accessibility issues should be discussed with the CSC Manager and a resolution (e.g. a system change request) identified;

· A training need is identified; or

· Information is genuinely  missing.

For CSC and CIC Managers a report from the Contact Database should be produced on a regular basis to monitor the reported information gaps.  For SIMs the process is initiated through an e-mail.

Step 4:  Resolve Gap

In this step where an information gap has been identified there will be a need to resolve the gap through publishing the information.  The CSC or CIC manager will raise the information gap with the appropriate SIM or nominated Information Manager to request a resolution.  It is important that there is discussion around the information gap and its resolution as it is important that the information is validated before it is disseminated to the general public.  There will be no broadcasting of a potential solution to a callers’ enquiry by CSC or CIC staff without confirmation of its adequacy by a service department.

The information could be published on the Internet, intranet (especially for the Internal Telephone Directory or Service Search functions) or in the specific system or Contact database used to support the service.  Information gap resolution is the responsibility of the SIM and where available their department Information Managers

Any updates to information sources must be reported to the CSC and CICs in order to close the information gap entry in the appropriate system.

SIMs should record reported information gaps and monitor progress to fill them.  Some information gaps may be prioritised at a higher level due to the volume of calls being received in the CSC and/or CICs.

Where the gap is not due to missing information the appropriate action should be taken to resolve the issue.  This will generally involve either amendment of a system or the delivery of a training solution.

Step 5:  Monitor Performance

In this step normal service monitoring activity will include discussions around service issues and information gaps to ensure resolution and appropriate priorities are assigned to any resolutions.  The normal service monitoring activity will …….. see SLA

Key Responsibilities

The following table details the key responsibilities involved in the reporting and resolution of information gaps.

	Role
	Step
	Responsibility

	Member of staff
	Step1 - Identify Information Gap
	When a call is misdirected the member of staff should report this to their SIM (via email) to ensure that this is not repeated

	CSA or CIO
	Step 1 - Identify Information Gap

Step 2 - Report/document Information Gap
	When in trying to answer a call the CSA or CIO is ‘bounced’ around a service department before finding the correct location to transfer a call.  

This should be reported in the appropriate system.

	CSC/CIC Manager
	Step 3 - Evaluate Gap

Step 4 - Resolve Gap

Step 5 - Monitor Service Performance
	Gaps should be investigated to determine the true cause

Discuss with SIMs identified information gaps to determine a resolution.  Raise training or system change request where appropriate

Participate in service level monitoring meetings

	CSC Team Leader
	Step 1 - Identify Information Gap 

Step 3 - Evaluate Gap

Step 4 - Resolve Gap
	When monitoring calls the Team Leader may identify information gaps

Gaps should be investigated to determine the true cause

Where appropriate identify solutions to gaps especially with regard to on-the-job training

	SIM
	Step 3 - Evaluate Gap

Step 4 - Resolve Gap

Step 5 - Monitor Service Performance
	Gaps should be investigated to determine the true cause

Initiate and monitor progress of information gap filling activities

Discuss information issues with CSC/CIC Manager

Participate in service level monitoring meetings

	Information Manager
	Step 4 - Resolve Gap
	Develop and publish solution 


Appendix A 

A flowchart of the process 
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