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“A consolidated,
accurate directory
must in itself save
more than 15 seconds
per call.”

“Let’s make change work”

Transport for London have built a new control room as part of their
Coloc project to improve surface transport services. They can now
handle incoming and outgoing calls significantly faster than before using
Northgate’s CallTouch communications software.

Getting people talking at TfL

A complex challenge

London's bus network is one of
the largest and most
comprehensive urban
transport systems in the
world. Every weekday, over
6,800 scheduled buses carry
around six million passengers
on over 700 different routes.
The individual buses are run by
private operators under
contract to London Buses, a
part of Transport for London
(TfL), the organisation charged
with implementing the Mayor
of London’s Transport
Strategy.

“Our strategy is to make
radical improvements to bus
services across London -
increasing the bus system’s
capacity, improving reliability
and increasing frequency of
services,” says Andy King, who
leads the CentreComm team
for London Buses.

The CentreComm team are the
people entrusted with the day
to day implementation of this
strategy. They recently moved
into a new purpose-built
facility in Central London, as
part of a TfL initiative known
as ‘the project for the co-
location of surface transport &
traffic control rooms’, or
simply CoLoC.

By bringing together all the
agencies responsible for co-
ordinating surface transport -
CentreComm, London Streets
Traffic Control Centre, British
Transport Police, London
Underground, the Metropolitan
Police Surface Transport and
Traffic Operations Room -
communications between the
agencies will be facilitated
and operational effectiveness
will increase, delivering an
improved transport system. In
addition to the CoLoC project,

there is a facility within the
complex for a Transport Co-
ordination Centre (TCC) that
will be used during the 2012
Olympics.

Saving time on calls

One of the imperatives in the
move to the new location was
ensuring that control of both
radio and telephone
communications was optimised
to increase the effectiveness
of the team by minimising the
time required to make and
take calls. TfL selected
Northgate’s CallTouch
communications control
solution, which is currently in
use at a number of other TfL
sites including London
Underground’s Power Control
Room and Network Operations
Centre.

CallTouch is used to provide
access to both the telephone



snorthgate

PUBLIC SERVICES

network and the iBus radio
system, which provides an
emergency communications
channel with all of London’s
8,500 buses, as well as
continuously monitoring their
position to provide accurate
times for arrival at bus stops.
CallTouch uses advanced
communications software
through a touchscreen user
interface to provide tools for
operators to save significant
amounts of time on handling
both incoming and outgoing
calls.

Let’s talk
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“Let’s make change work”

Andy’s CentreComm team is
divided into two groups of
operators - the incident
response team, who will take
the first call and resolve an
incident, and the network
response team, who will deal
with the effect that has on the
rest of the network. “This is
an emergency call centre.
Every call must be answered,
and quickly,” says Andy.

As Andy explains, Northgate’s
CallTouch software can save

About Northgate Public Services

Teamwork, transformation, results. These three words summarise what you get

operators time in taking
incoming calls. “Calls are
shown as a queue on the
touchscreen, with caller
details and how long the call
has been waiting presented for
each call. Operators can
choose which call they want to
take next according to their
own priorities, which will be
relevant to the incident they
are dealing with. For
instance, if an accident occurs
at Baker St, every bus
operator will be on the phone
clogging the oncoming lines-
the operator dealing with
resolving that incident can
filter out all other unrelated
calls to answer the phone to
the people he needs to speak
to there and then, leaving the
network response team to deal
with the other calls.”

It’s not just incoming calls
where CallTouch can help,
though, as the software has
several tools for speeding up
the process of making
outbound calls as well. As
Andy notes, “CallTouch uses
pages of one-touch dialling
buttons, so to call someone at
a particular garage, it’s just a
matter of a couple of screen
presses to select the right
page and then the right
person”.

In addition, CallTouch uses a
central text-based directory
which quickly enables a search
on a particular individual.

from Northgate. Most of all, results. Northgate is a public sector and utilities
specialist that operates within strategic client partnerships to make change work
for you. Northgate clients achieve lower costs, less paperwork, better performance

and more joined-up working.

“We’ve done away with all the
paper-based directories we
used to have, which were
never up-to-date, and now
have one consolidated,
accurate computerised
directory,” says Andy. “That in
itself must save more than 15
seconds per call”.

Improved Outcomes

With an average of 1,500
emergency calls received from
buses in a 24 hour period,
leading to the creation of
1,500 incidents and a total of
15,000 incoming and outgoing
calls per day, a saving of 15
seconds per call equates to a
reduction of 62.5 hours per
day, or around 1.5 hours per
operator per shift. That’s one
and a half hours out of a 12-
hour shift available to deliver
improved operations for
London Buses, which must help
in delivering TfL and the Mayor
for London’s transport
strategy.

Users like CallTouch too. Fred
Whelan, one of Andy’s team
explains, “This system is
fantastic. It is just so easy to
use. | can quickly decide who |
need to call as the directory is
structured according to route
numbers. It’s just a few screen
presses to make a call. | can
see who is calling in, and
decide whether to take the
call according to my current
priorities. It’s just made my
life so much easier”.

Northgate partners over 95% of UK local authorities and every UK police force. Our
technology manages over 40% of the country’s social care records, processes over

£12 billion of revenues and benefits, supports the national system for reporting

police performance and enables real-time monitoring of Britain’s roads.

www.northgate-is.com/publicservices

buying
solutions

ﬁ Printed on recycled paper

TFL CallTouch case study 11022010




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


