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withdrawal of canalphone
September 2011

[bookmark: _GoBack]As a result of long term sickness and absenteeism issues within Customer Services (CS) it was essential for us to find efficiencies and increase the resources available on the telephone, where they’re needed most. Therefore, this Spring, we were forced to review the Canalphone facility that BW offers to customers and we made the decision to temporarily discontinue the service and review it at a later date based on customer feedback. 
Canalphone (01923 201 401) is essentially an automated information message which customers can call to receive the latest information on unplanned or emergency stoppages.  It is not an alternative to the Waterscape stoppage information because planned stoppages are not reported on Canalphone.  The service and telephone number are no longer actively published or promoted; although the number does still exist on old licence disc holders and possibly also appears on some old stationary.  
In addition to this the Canalphone system is archaic and ‘clunky’ – both for customers and for CS.  
For customers there’s a lengthy introduction which lists four options: “If your canal or river starts with a letter from A to J please press 1,  if it starts between K to N please press 2, for O to R press 3, and for S to Z press 4.  At any time if you would like to get back to the menu please press 0.”.   The customer then listens to an alphabetically ordered list of stoppage details (it’s amazing how many canals and Rivers we have which begin with letters K to N!).  To find the details which might affect several waterways would take some time.  
For CS the process takes in excess of an hour every day to manually update the information received via Waterscape stoppage alerts and then record the updated messages.  In a team small team it becomes a large drain on resources. 
The graph below show the number of calls that were made to Canalphone each month during 2010 and YTD 2011.  Even at its peak, during August 2010, there were only an average of approximately 10 calls per day.  Most interestingly of all, the messages have not been updated since March and, to date, we have received one solitary customer query about this.  As a consequence I would question how much boaters value or rely on this service.  It would also suggest that very few of the calls made to Canalphone progress past the general welcome message and into the stoppage information, unfortunately this is not something that we can report on.   
We absolutely believe that customers, who wish to find this information, will receive a much more welcoming and less frustrating service by calling our main Customer Service number (01923 201 120) than they would have had from Canalphone. 






	 
	2010
	2011

	Jan
	54
	75

	Feb
	77
	71

	Mar
	137
	95

	Apr
	134
	81

	May
	104
	179

	Jun
	181
	116

	Jul
	271
	100

	Aug
	209
	165

	Sep
	124
	 

	Oct
	96
	 

	Nov
	104
	 

	Dec
	40
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Kind regards, 
Sarina Young
Customer Service Co-Ordinator
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