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Monthly Economic Update – March 2010 

SECTOR – CALL CENTRES  

Summary of Economic Conditions  

March was a fairly stable month for call centre employment in the North West of England. 
The number of Job Seeker Allowance Claimants in the North West fell by 1,759 between January 
and February 2010. However, this coincided with a further decline in the number of customer 
service vacancies advertised in North West Job Centres.     

There were some stories within the local press of job cuts. A Kendal out of hours GP call 
centre announced its closure with the loss of 17 jobs. The large outsourcer LBM slashed 20% of 
its workforce following an 18.5% slump in sales. Vodaphone who have a large call centre in 
Warrington announced the reduction of their workforce by 500 jobs, although this is across the 
UK and how the decision will affect the Warrington employer is as yet unknown.   

The losses recorded were offset by a number of new recruitment campaigns in the local 
area. Emirates who have a call centre in Wilmslow are to create 60 new jobs taking their call 
centre capacity from 240 to 300. John Lewis have started recruiting for their Manchester call 
centre. Broadcaster Sky is understood to be creating more than 500 jobs at a new call centre in 
Stockport.  According to reports it plans to recruit 550 staff to cope with demand for its TV and 
broadband services.  The customer contact centre will be based at offices in St Peter's Square, a 
new office development in the town. Finally Newtown Mill in Salford is being converted into a 
speculative office development. The Northwest Regional Development Agency (NWDA) has 
committed £430,000 to a £3m refurbishment led by the mill's owner Vanguard Holdings, which is 
based in Middlesex. Vanguard wants to convert Newtown Mill, which was built in 1883, into 
offices and call centre space for 900 staff over 125,000 sq ft.  

Other local call centre employers in the news  

One of Preston's biggest employers expects to hit the top end of the stock market's profit 
expectation. Homeserve, the emergency insurance firm which employs 700 people at its call 
centre in Fulwood, said on Friday it had been boosted by high levels of renewals and new policy 
sales. In the UK, the firm reported gross new policy sales of 1.8m, hitting its growth targets.  

Unemployment and financial difficulties continue to fuel the debt management industry.  Andy 
Heath, finance director at Fairpoint Group plc which owns Debt Free Direct, said the predicted rise 
in jobless numbers would lead to continuing demand for its services.  It saw profits soar to £6.1m 
in 2009, up from £2.9m in 2008, with revenue also up 9% to £28.9m last year driven by demand 
for its services.  The company employs around 400 people at its call centre and head office 
operation in the former Amec building in Adlington.   

Vodafone staff at the company's Warrington call centre will have their bonuses slashed as the 
operator continues its cost cutting drive.  The 150 staff at the call centre will lose a monthly sales 
bonus of 30% from 1st May 2010.   
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The UK Government is looking to cut £300m from HM Revenue and Customs (HMRC) by boosting 
"efficiency in contact centres" and reaffirmed plans to close 130 HMRC offices across the country. 
It also wants to save £200m from the Department for Work and Pensions (DWP) through a "more 
efficient" processing of benefits which encourages people to go online rather than use the phone.  

NHS Direct has announced plans to make savings of £20 million in the next financial year allowing 
money to be released back into the wider NHS. This will be done by reducing costs and improving 
operational efficiency whilst maintaining the high quality and availability of the service. The cost 
improvement plan is part of NHS Direct’s business plan, which was agreed by the Board on 22 
March. The plan could result in up to 25 management redundancies; however it is envisaged that 
any restructure of front-line staffing will be accommodated through natural turnover. High on the 
agenda is improving contact centre efficiency. Plans include enhancing call forecasting and 
roistering methods, which could save in the region of £3.3m. Work will also be carried out to 
reduce staff sickness levels by implementing tighter management of long-term and short-term 
sickness.  

Redundancy Watch  

An analysis of the UK business and economic news reported in the past month identified that the 
number of reported redundancies UK wide decreased in March.  Although not an accurate 
measurement as this data is collated from scanning the UK media it does give a good indication 
of the current employment climate. Up to the 28th March the number of announced potential 
redundancies in the UK was 3315. The majority of these were in financial services with Lloyds 
TSB, Provident Financial Services and Capita significantly affected. The North West based 
organisations announcing redundancies included LBM and Vodaphone, both largely call centre 
based operations.  

Graph 1: Reported Redundancies March 09 – March 10 (UK) 
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Customer Service Vacancies  

The national statistics data on the number of jobs advertised for customer service roles in the 
North West decreased by70 vacancies from 2909 to 2838. It is higher by 372 vacancies than the 
figure recorded in February 2009. This suggests the outlook for the next year in regard to 
customer service vacancies is fairly positive.   

Graph 2: Customer Service Jobs advertised in North West Job Centres February 08 – February 10 

   

Graph 3: Quarterly Comparison: Customer Service Roles advertised by North West Sub Regions. 

  

The number of JSA claimants in the region decreased in February by 1759 to 204,157. This is 
still 20,462 more claimants than a year ago.     

Significant increases in 
CS Vacancies were 
reported in the North of 
the region (Lancashire 
and Cumbria). Cheshire 
and Warrington continues 
to report a steady growth. 
Greater Manchester fell 
slightly whilst Greater 
Merseyside reported a 
significant reduction in the 
vacancies advertised.   
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Graph 4: Feb 08 – Feb 10 Comparison: JSA Claimants in the North West. 


