‘)% % + % 1|
% )l *
l!7 _|l$ (I|

0 00 ANpsodessrdblased

— - .

" # 1 0% "1& % ! | # % I*
v oIS o ) claremont

groupinteriors



% + % 1|
% ) *
=g ("

Nnew voice message

Landing your office smack
bang in the middle of a
pool of talent is a great
idea. But once you've
moved to where the
action is, how do you
ensure the people you've
come to employ don’t
leave for your
competitors? Frank
Bowyer visits the call
centre of O? in Glasgow
to find out how office
design can make a
difference.

\/\/ithout wishing to alienate the Essex
dwelling editor of Mix, a lot of people
seem to believe that there is a pretty good
reason why you don't find many call centres
in Chelmsford. It’s because regional accents
can have a dramatic impact on the way in
which centre operators are perceived. Estuary
English is frowned on and customers are more
likely to trust callers from the North of
England and Scotland most. Its up to you
whether you believe this or not and you may
claim that there’s no real conclusive evidence
for this and that Regional Development
Agencies have more to do with it than
regional accents.

Whatever the reason, what you can’t deny
is that the UK continues to have a number of
regional hotbeds of call centres. Scotland
alone has over 300 call centres employing
more than 60,000 people. This has inevitably
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case study

created a strong local pool of talent that
many call centre operators like to splash
around in. But it also creates a harshly
competitive environment for the best talent,
which is why call centres have such high
wrnover rights and why staff recruitment
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and retention is such a major issue for
them.

Ome of the companies at the heart of the
UK call centre industry is O2 Despite the
increasing number of call centres being
offshored to places like India, O2 has made
a conscious decision to locate all its call
centres in the UK. The network provider
has four major UK call centres, based in
Leeds, Bury, Warrington and now Glasgow.

O? knows its place and knows its people.
Walking into the new facility, based in
Glasgow’s Skypark business complex at
Finnieston, the first thing that strikes you is
how bright and airy the building is.
‘Outside awareness’ is high thanks to the
large glass windows that give a perfect view
of the Scottish Exhibition and Conference
Centre and surrounding buildings. Pictures
of this and various Glaswegian architectural
treasures are dotted around the building,
printed in the signature white and blue of
course.

As with so many other call centres in the
area, O2 realised what it needed to do in
order to offer an exceptional working
environment to not just attract but retain its
staff whilst still paying them at a comparable

rate. Watching from the reception area, staff
seem to breeze through the fob-activated
turnstiles, ready to face their working day.

Brand values and brand recognition are a
high priority for the company. With a strap
line of *Clear, Open, Bold, Trusted’, the
interpretation is of a free, fresh and clean
looking working environment. The feeling
of openness is enhanced by a colour palette
of cool blue and white and complemented
by the 3m high ceiling and an open plan
layout. The centre also challenges the
perceived wisdom that call centres are little
more than battery hen farms. The 120°
pentagon desks are set out in clusters or
‘pods’ which leave plenty of room for
movement between areas. Claremont Group
Interiors was appointed to specify, supply
and install all loese furniture items. This
mcluded 1,200 workstations from Teknion,
task seating from GGI and the all important
noise reducing acoustic screcning.

To support the 24/7 working patterns
mcluding *hot-desking” (‘one out one in’)
and avoid the inevitable desk clutter, each
member of staff has their own attaché case
so that they can keep safe their documents
or information. The cases are then filed

" # 8!

% "& %! ($ #%

claremont

groupinteriors




‘)% % + % 1|
% )l *
l!’ _|l$(l|
|
1" # 3! % "& %! ($ #% ) ClOremonT

groupinteriors



