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Help with the home work

The Home Working Fund is a One North East Regional
Development Agency initiative aimed at enabling
companies to create new jobs for “home workers” in the
North East of England.

The £1.1m Fund is open to eligible companies and is
designed to contribute towards the costs of establishing
home workers.

A total of 360 new jobs are due to be created in the
North East by the end of September 2011.

The Fund is open to any appropriate businesses in the
region and will provide direct financial support, up to a
maximum of £3,000 per Full Time Equivalent (min 30
hours per week) home worker. The comprises of up to
£2,000 for skills development and up to £1,000 towards
capital equipment. The capital equipment supported will
be specific computer hardware, software and associated
telephony.

This new Fund will operate on a “first come, first served”
basis so please contact us today! We will be happy to
help you with your application.

To find out more or for an application pack please
contact Sarah Belton on 0191 244 4008 or
email homeworking fund@entrust.co.uk

ONE in three call centre workers is
a university graduate, an increase
of 10 per cent on last year. And two
in five call centre managers have
seen a rise in applications from
graduates in the last 12 months.

The figures are from a survey of
286 call centre employees carried
out by the recruitment firm Hays
Contact Centres in August.

The level of interest from
graduates is not surprising, says
the company, given that there are
currently around 70 graduates for
every job vacancy compared to 31
graduates in 2008.

Just over half of call centre
agents questioned agreed that they
had a clear opportunity to progress
beyond their current position,
compared to 40 per cent in 2009.
Nearly three out of 10 said they
would like to develop a long-term
career in the industry. Hays points

out that 55 per cent of UK call
centre managers started out as
agents.

Two thirds of managers said
they spent more than 20 per cent
of their time coaching or training
staff and one in four said this
occupied at least 40 per cent of
their time.

When graduates were asked to
name the one aspect of call centre
work they enjoyed most, 65 per
cent cited the interaction, whether
with colleagues (37pc) or
customers (29pc). And 75 per cent
said that they would recommend a
career in a call centre to a friend.

And when questioned on the No.
1 attribute they look for in new
employees, 45per cent of call
centre managers said a positive
attitude, followed by customer
empathy (17pc) and good
communication (16pc).

Saga has bought a six-storey office
building in Hastings and has begun
work on equipping it as a call centre
with 800 staff.

Called One Priory Square, the
building is in the Priory Quarter
business district, created as part of an
economic development scheme.

Saga says that the call centre, set to
open in the New Year, was needed
because its insurance arm was
continuing to grow and attracting new
customer.

Roger Ramsden, chief executive of
Saga Insurance said: “Our customers
like things done properly, and we rely
on well-trained people, rather than
irritating automated call answering.
Saga customers like a personal service
and prefer speaking with people based
in the UK. 

“Hastings is an ideal location. Priory
Square is in the town centre and has
good public transport links and the
building will provide a great working
environment. We aim to attract, train
and keep the best talent that Hastings
has to offer.” 

Graduates flock to call centres…
and most plan to stay, says survey

News Briefs

NEW APPOINTMENTS
Infoserve, based at Leeds
Bradford Airport, has appointed
Tony Martin as operations
manager. He was formerly IT

project manager at IQ Business, a
software development company.

Infoserve recently opened a
second office in Leeds which has
24 staff, a number forecast to
grow to 50 within six months.
Another 100 staff are at the
company’s site in Darlington.

 Tina Slade has been
appointed manager of Mercer’s
customer relations centre, based
in Chichester, and is responsible
for managing the company’s
customer care service across the
UK. Ms Slade has joined from
Niagara Healthcare where she

was contact centre manager.
Prior to this, she was a senior
customer manager at Norwich
Union.

The customer relations centre
was opened last year to support
members of its clients’ pension
schemes in the UK. 
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