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Request under Freedom of Information Act 2000

Thank you for your request for information relating contact centre contracts within Velindre, which we received on 28.02.2022.  

Your Request is shown below;

All or some of the information provided previously has expired, I require an update on the questions below.
See my request below:
Contract 1 - contact centre/call centre contracts
Please send me the following information for each provider:
1. Incumbent Supplier: For each of the contract(s) please can you provide me with the supplier of the contract.
2. Annual Average Spend: the annual average (over 3 years) spends for each supplier
3. Contract Expiry: the date of when the contract expires.
4. Contract Review: the date of when the contract will be reviewed.
5. Contract Description: a brief description of the services provided of the overall contract.
6. Contact Details: The person from within the organisation responsible for the contract. Please provide me with their full name, actual job title, contact number and direct email address.
7. Number of Agents; please provide me with the total number of contact centre agents.
8. Number of Sites; please can you provide me with the number of sites the contact centre covers.
9. Manufacturer of the contact centre: Who is the manufacturer of the contact centre system that you operate?
10. Busy Periods: Please state the month(s) which the contact centre is at its highest/busiest during the year. This can be based upon the number of calls. Your provider may be able to tell you quicker. E.g., JAN-MAR, APR, JUNE.
11. Do you use Microsoft Exchange 2003 as your email server? If not, then which product do you use?
12. Number of email users: Approximate number of email users across the organisations.
Please add any further comments attached to this contract if there are any changes coming to the organisation with regards to contact centres.
The second part of my request relates to the use inbound network services contracts which could relate to one of the following:
1. 0800, 0845, 0870, 0844, 0300 number
2. Routing of calls
3. Caller Identifier
4. Caller Profile- linking caller details with caller records
5. Interactive voice response (IVR)
For contract relating to the above please can you provide me with?
1. Incumbent Supplier: For each of the contract(s) please can you provide me with the supplier of the contract.
2. Annual Average Spend: the annual average (over 3 years) spends for each supplier
3. Contract Expiry: the date of when the contract expires.
4. Contract Review: the date of when the contract will be reviewed.
5. Contract Description: a brief description of the services provided of the overall contract.
6. Contact Details: The person from within the organisation responsible for the contract. Please provide me with their full name, actual job title, contact number and direct email address.

Velindre University NHS Trust response:

I am pleased to provide the information requested within the attached spreadsheet.  Under Section 16 of the Act - the duty to advise and assist you with your request, we advise that you contact NHS Wales Shared Services Partnership (NWSSP) directly for the information highlighted in yellow on the attached spreadsheet.
Contact Email address - shared.services@wales.nhs.uk

I trust this answers your request for information, however, should you not be satisfied with the information supplied or the process of supplying it, you have a right to complain and request a review.  You should forward your complaint to:-

Mr Ian Bevan via FOI.VUNHST@wales.nhs.uk 
Head of Information Governance
Velindre University NHS Trust
2, Charnwood Court
Heol Billingsley
Parc Nantgarw
Cardiff / Caerdydd
CF15 7QZ
Tel / Ffon - 029 20196161
 
Should you wish to take your complaint further, if you are still unhappy with the decision after review, you can contact the:-
 
Information Commissioner's Office - Wales 
2nd Floor,
Churchill House,
Churchill Way,
Cardiff,
CF10 2HH
Telephone: 0330 414 6421
email: wales@ico.org.uk

Yours sincerely


Lauren Fear
Director of Corporate Governance and Chief of Staff
Velindre University NHS Trust
2 Charnwood Court
Heol Billingsley
Parc nantgarw
Cardiff
CF15 7QZ	
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Velindre University NHS Trust is happy to receive communication in Welsh or English.
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From: Claire Whiles (Velindre - Head of Organisational Development) <Claire.Whiles@wales.nhs.uk>
Sent: 10 August 2021 17:14
To: Kay Barrow (Velindre - Corporate Governance Manager) <Kay.Barrow @wales.nhs.uk>; Emma Stephens (Velindre - Head of Corporate Governance) <Emma.Stephens@wales.nhs.uk>

may reproduce materials in Welsh or bilingually,
and use the appropriate version of the disability
confident scheme identity on literature.

Braille, British Sign Language or audio
The symbol is predominantly a graphic device.
When producing documents in Braille, British
Sign Language or audio format, the following
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The disability confident scheme identity is .

I have not heard back from this email and therefore don’t have the Welsh Version of the logo. Ceri — sorry to drop this on you — would you have any idea where Emma and Kay can access this for the Trust
letterhead.

Apologies all - I'm signing off now until the 23" August.

Take care

available in a variety of computer graphics
formats, dependent on the publication media

Alternatively, specific file formats can be
emailed or posted to you on request from
disabilityconfident.scheme@dwp.gsi.gov.uk
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