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Freedom of Information Request 
You asked for the following information from the Ministry of Justice (MoJ):


“1. Please provide No (totality) of MOJ Call Centre Staff at Call Centre Birmingham broken down by Civil Service Grade.

2. Please provide a copy of the MoJ Call Centre Organisational Chart showing Line Management structure including MOJ Senior SCS level reporting chain.

3. From the total No of staff given in para 1 above - please provide No of MOJ Call Centre Staff who are specifically call handlers or who deal with visit bookings, broken down by Civil Service Grade.

4. Please provide no's of call handlers on duty at any one time - minimum and maximum.

5.  Please provide details of Customer Service Related courses that MoJ Call Centre staff have to undertake to perform their roles, broken down by grade and completion rates for those staff at para 1 above.

6. Please provide volumetric activity of email bookings received for September 2013, October 2013, November 2013 up to and Incl 22nd November 2013 along with response times and  rates .

7. Please provide volumetric activity of telephone booking requests received for September 2013, October 2013, November 2013 up to and Incl 22nd November 2013 with response times and rates.

8. Please confirm the SLA for MoJ response time to submitted email bookings and the SLA for answering Telephone calls.

9. Please provide volumetric activity of No of complaints relating to MOJ Call Centres categorised to ALL locations last 3 months – , September 2013, October 2013, November 2013 up to and Incl 22nd November 2013.

10. Please provide category breakdown of ‘nature/reason’ of the complaints in para 8 above.

11.  Please provide volumetric activity of telephone calls that are 'assurance monitored/checked' by Management levels to ensure consistency and accurate service and the audit cycle time frame for doing this.

12. Please confirm how staff within MoJ Call Centres are informed/notified and maintain knowledge of process, system booking dates etc and frequency of updating this knowledge.”


Your request has been handled under the Freedom of Information Act 2000 (FOIA).

I can confirm that the department holds information that you have asked for, and I am pleased to provide this to you. 
The West Midlands Visits Booking Service was put together in 2010 in response to government budgetary pressures and a failure of the many and varied existing visits booking systems.  The service extended opening hours to 9 hours a day and introduced email booking.  

The purpose of the service is to contribute to reducing re-offending and resettlement strategies by helping to ensure that family ties are maintained. The MoJ actively encourage prisoners to maintain outside contacts and meaningful family ties.  Visits are crucial to sustaining relationships with close relatives, partners and friends.  The service matches demand for visits with placers available.
1. The Visits Booking Centre consists of 9 staff.  1 Band 5 (Executive Officer) and 8 Band 2s (Administrative Assistants).

2. The Visits Booking Centre reports to the Head of Assisted Prison Visits Unit.

3. 8 Band 2s (Administrative Assistants).

4. 5 minimum and up to 12 if other staff are available.

5. All staff attend Customer Service training.

6. a.  2100 emails were received in September 2013 
b.  2416 emails were received in October 2013

c.  1907 email received up to 26 November 2013
All emails are dealt with by the end on the next working day after receipt.

7.  
a.  11502 calls received in September 2013
.  Average wait time 02.22 mins

a.  9293 calls received in October 2013.  Average wait time 02.50 mins

a.  Data is not yet available for November
8.  SLA states emails to be answered by the end of next working day after receipt.  Telephone calls must be answered in an average time of 5 minutes or less.

9.   a.  Complaints in September – 4 non upheld.


b.  Complaints in October – 4 and 3 were upheld.


c.  Complaints in November 1.

10.  50% where visits were not able to be booked and 50% for other non Call Centre related issues.

11.   All calls are recorded and 10-20% are listened to by management and staff for training purposes.

12.   All staff are up date to with training and are informed of changes as and when they are needed and weekly.
� 5 weeks data in September, 4 weeks in October





