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	Ein cyf / Our ref: 208/22/FOI 


	Dyddiad / Date: 1st September 2022 


Further to your request for information dated 16th August 2022, I am pleased to provide the following response. 

Your request and our response:

1. Contact Centre – target to organisations we know have a contact centre 
 

a. Do you have a customer/ citizen facing contact centre?  If not please skip these questions. 
Yes

b. Do you employ and manage your own agents, or do you outsource to a third party? If you outsource who to? 
BCUHB employ and manage own agents 
c. How many contact centre agents do you have? 
330

d. Do agents work from home? Or just your offices? 
There is a 60/40 split between Office/Home

e. Please confirm the manufacturer of your contact centre system(s) that are currently in place?
Cisco

f. When is your contract renewal date? 
1st Sept 2024

g. Who maintains your contact centre system(s)? 
The contact centre systems are maintained in-house 
 

2. Customer Relationship Management (CRM)
 

a. Do you use a CRM in the contact centre? What platform is used?
 No

b. Do you use the same CRM for the rest of the organisation? What platform is used? 
c. Do you use a knowledge base / knowledge management platform? What platform is used? 
Not Applicable 

3. Artificial Intelligence & Automation

 

a. Does your organisation have a customer or citizen facing chatbot?  If so, who provides this chatbot technology?
 No

b. Does your organisation utilise RPA technology? If so which RPA technology provider do you use? 
No


We welcome correspondence through the medium of Welsh

Rydym yn croesawu gohebiaeth drwy gyfrwng y Gymraeg


