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1.0 Purpose
The purpose of this policy is to govern the procedures for recording calls within Oadby and Wigston
Borough Council as well as the management of access and use of those recordings.
The Council has implemented call recording in an effort to support effective training and delivery of
excellent customer service and to enable the Council to deal efficiently with internal or external
complaints.

2.0 Scope
This policy aims to minimise intrusion by restricting access to and use of recordings to limited and
specified purposed only. It outlines:






What is being recorded
Why we record calls
Access and availability of recordings
Information security (including data protection)
Monitoring and review of this policy

3.0 Recorded Information
All calls received from or made to nominated extensions will be recorded using the Storm call
recording system. These will be stored securely for 90 days.
Telephone calls currently included in the call recording scope are in the following services:




Customer Service Centre
Revenues
Benefits

Calls to and from other officers within the Council are not currently recorded but may be recorded in
any future extension of the telephone recording system.
Calls wherein the caller provides details of a payment card for the purpose of making a payment to
the Council will not be recorded.

4.0 Why We Record Calls
The purpose of call recording is to provide an exact record of the call which can:


Help protect officers from abusive or nuisance calls;
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Establish the facts in the event of a complaint either by a customer or a member of staff and
so assist in resolving it;
Help identify officer training needs and support training for new and existing officers; and
Assist in the Council’s quality control to identify any issues in Council processes, with a view
to improving them.

In addition, recordings may provide evidence for the prevention and / or detection of crime.

5.0 Internal Access and Availability
Access and playback of recordings will be carefully controlled as per the requirements of the Council’s
Data Protection Policy.
Only those officers with the appropriate authority can access calls. They are required to maintain a
secure and private password which is auditable and traceable within the software. The password
chosen must meet minimum guidance for security as advised within the Council’s ICT Information
Security Policy.
Access to calls may be required for a number of reasons. The Council anticipates that the three main
reasons will be:




Checking accuracy;
Answering complaints; or
Training to improve service and skills.

In addition, recording may be accessed by the ICT service teams for the purpose of maintaining the
call recording system.
An individual officer may request to hear call recordings in which they are personally involved, and
any Head of Service or Service Manager may request to hear call recordings which involve a member
of their team. They should make a written request detailing the reason for hearing the recording to
the Customer Services Team Leader. In their absence the request may be considered by the Data
Protection Officer.
Members will not normally have access to recorded calls unless the call relates to them or they have
the written authorisation of the requestor.

6.0 Information Security
Recordings constitute the personal data of both the caller and the operator. They will be managed in
such a way that the rights of data subjects (callers and operators) can be fulfilled and the obligations
of the data controller (the Council) are observed, as per the Council’s Data Protection Policy.
Every caller will be notified that the call is to be recorded and will be given the reasons for doing so
before the conversation is opened. This will be done through a pre-recorded message which will play
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before connection is made to an officer. The caller will also be given the option to listen to a second
pre-recorded message which will provide further information regarding how the Council uses data and
the link to the Council’s Privacy and Data Protection webpage.
A caller may request that their call is not recorded. If this request is made, the decision to stop the
call recording function will be made by a Manager once they have determined that not doing so could
cause distress to the caller.
Recordings will normally be retained for 90 days and then automatically deleted. A recording may be
retained for longer than 90 days if:






It is required for a complaint. In this case the recording will be retained until the completion
of the complaint procedure and the expiry of any appeals period. If necessary, the recording
will be retained until the end of any employment tribunal proceedings.
It has been identified by a member of the Council’s management team as valuable for staff
training. In this case, the recording will be retained until it is no longer useful for this
purpose.
It has been identified as evidence for the record-keeping requirements of the Council’s
procedure for dealing with unacceptable behaviour towards staff and unreasonably persistent
complainants.

Under the Data Protection Act 2018, customers and callers have the right to listen to or have copies
of recordings made of their own calls. Requests for access need to be made via the Council’s Subject
Access Request (SAR) procedure. Details of this procedure can be found on the Council’s website at
https://www.oadby-wigston.gov.uk/pages/subject_access_requests.
Recordings will be kept according to the date and time of the call as well as the operator’s identity.
Customer or callers requesting access to recordings will need to provide the reason for the request
and enough information about the date, time and operator to enable them to be found.
All reasonable attempts will be made to confirm that the identity of the individual making the SAR
matches the identity of the caller. If in doubt, the final decision will be made by the Council’s Data
Protection Officer. The Data Protection Officer will balance the privacy of the caller or Council
operator with the rights of the individual making the SAR when coming to a decision.
A copy of the recording will be made available in a format the Council can reasonably expect the
requestor will be able to use, taking account of the individual’s preference (if any) and the practicality
and cost of preparation.

7.0 Monitoring and Review of this Policy
This policy will be monitored by the Data Protection Officer and reviewed every three years.

5

