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Background
State Government agency call centres provide a wide range of 
services including crisis counselling and support, business and 
consumer advice, sales and account enquiries, and receive 
information from citizens on issues such as illegal fishing, fires 
and other urgent situations. 

The examination reviewed the performance of six selected 
Western Australian Government call centres (including an 
independent telephone assessment) in delivering benefits to 
customers at reasonable cost to agencies. The call centres 
handle between 1 200 and over 1.1 million calls per year.

The key customer benefits of the call centres include providing:

 convenient and speedy customer access to the services 
required;

 a positive experience from operators skilled in providing 
telephone services; 

 accurate and appropriate responses; and

 enhanced customer satisfaction.

The examination also reviewed the monitoring of performance 
and the cost of the call centres.

What the examination found...
The six call centres examined are providing benefits to most 
customers, but there is scope for the Department for Planning 
and Infrastructure Licensing and Office of State Revenue call 
centres to improve customer access. For example:

 some 24 per cent and 17 per cent of calls were abandoned 
to the Office of State Revenue and Department for Planning 
and Infrastructure Licensing call centres respectively in 
2001-02 compared with an industry mean of five per cent; 
and

 while most callers to each of the six call centres were likely to 
be connected to operators in less than 60 seconds in 2001-
02, only 52 per cent of calls to the Department for Planning 
and Infrastructure Licensing call centre were answered by 
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operators in 60 seconds, compared with 71 to 87 per cent for 
the other call centres monitoring this indicator.

The examination’s telephone assessment of the call centres 
found that:

 while most callers to the centres are likely to receive 
courteous confident service, more could be done to achieve 
rapport with callers;

 most callers to the centres receive accurate and appropriate 
responses; and

 most customers can expect a satisfying experience in 
dealings with the six call centres, although, the telephone 
assessment found scope for improvement because 16 per 
cent of the assessment’s calls resulted in an unsatisfactory 
experience.

Five of the six call centres examined had not established 
adequate monitoring and assessment of the benefits to 
customers and costs to the agencies. However, since the 
commencement of the examination, these agencies have either 
implemented planned enhancements or are using the results of 
the examination to assist in the review and management of the 
performance and monitoring of their call centres.

What the examination recommended...
To improve the performance of call centres, agencies should:

 include the hours of access, where appropriate, with 
telephone directory entries;

 manage the centres so that the number of calls abandoned 
(abandonment rate) and the percentage of calls connected 
to operators within a defined period (grade of service) 
progress towards better practice levels of service;

 regularly monitor and measure customer impressions of 
operator telephone skills and qualities;

 measure the accuracy and appropriateness of responses as 
well as overall satisfaction with call centres;

 select a suite of key service level, service quality and cost 
indicators relevant to their call centres; and

 undertake purposeful monitoring and analysis of indicators 
to better manage call centre benefits to customers at 
reasonable cost to agencies.


