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By Sean Poulter
Consumer Affairs Editor

BT is to bring its call centres

back home from India in a bid to
improve its appalling customer
service record. -

The telecoms giant is reversing a
decision made in 2003 that was part
of a wider trend by British business
to export call centres - and tens of
thousands of jobs. = :

The U-turn means more than 80 per
cent of BT’s customer service calls will

be answered in the UK by the end of

2016 and it intends to go further.

It has created more than 1,000 jobs to
meet this target and plans to create hun-
dreds more over the next year. When BT
closed its British call centres, the move
infuriated staff and customers,

who felt standards of service

declined. Its directory inquiries

service suffered because cus-

tomers and operators could not
- understand each other.

People complaining about
problems with BT’s internet
service say they are fed up with
being fobbed off by call centre
staff in India who have no power
to remedy the situation and
simply recite stock phrases
from a company script.

Research suggests overseas
-all centres are much less likely
-0 resolve problems at the first
attempt. BT was given the

Money Mail Wooden Spoon

Award for rotten customer serv-

ice in 2013 following complaints
from readers. ' -
This week it came third from

“bottom in a customer service

league compiled by Which?. The
consumer group’s executive
director, Richard Lloyd, wel-
comed the news saying: ‘Con-

sumers tell us that call centres .

not being based in the UK is one
of their biggest bugbears, so it’s
good to see BT responding to
what their customers want.
‘Companies that don’t give
customers the care and atten-

tion they deserve risk losing

out.” John Petter, chief execu-

tive of BT Consumer, said the
firm is responding to consumer
demand but BT will continue to
outsource functions that do not
involve taking customers’ calls.
‘Our customers have told us
that they would prefer to speak
to a contact centre in the UK
when they call us,” he said. -
‘Our offshore partners have
provided a good level of service
for our customers and we will
still have offshore partners to
help us to deliver various cam-
paigns and services. However, we
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believe now is the right time to
commit more investment to the
UK and that this is something

. customers will appreciate.’

Jo Causon, chief executive of
the Institute of Customer Serv-
ice, said: ‘It is encouraging to
see one of main telecoms play-

- ers listening to its customers.’

BT transplanted much of its

_ call centre operation to the

Indian cities of Bangalore and
Delhi from 2003 onwards, cutting
its workforee by some 2,000.

It did so to save money - it
was able to hire graduates in
India on around 20 per cent of
the pay of its UK staff.

Indian workers were given
British names such as Tom or
Alice to use on duty.

They also had crib sheets
about life in the UK, including
tips about the latest plot twists
in TV soaps such as EastEnders
and Coronation Street or songs
in the charts, to allow them to
build up a rapport with callers.

However, like many other firms
that’' made the move, BT
suffered a sharp decline in
customer service standards
that threatened to wreck its
reputation and hit profits.

One independent study
found that three in four con-
sumers felt more negatively

towards a company if their

inquiry was diverted to a for-

eign call centre.




