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Agreement Reached
Additional Flexible Working Roll Out in Contact Centres 

Today, HMRC and PCS are jointly announcing our agreement on a number of changes to working 
practices in contact centres (our joint statement is attached to this briefing). Chief among these 
changes is agreement to the roll out of Additional Flexible Working to all contact centres members 
on PN 103 contracts.

We are pleased that industrial  relations have improved significantly over the last  few months, 
despite some very difficult periods in our negotiations and we appreciate that the official side have 
moved  a  long  way  from  their  starting  position  to  allow  agreement  to  be  reached.  We  also 
recognise that management do have a genuine commitment to improving contact centre working 
conditions.

However,  PCS members should be under no illusions – this agreement would not have been 
achieved without  significant  pressure from PCS. This  was in  no small  part  due to  PCS’  high 
membership  density  in  this  area  of  HMRC and  our  contact  centre  members’  overwhelmingly 
support  for  industrial  action in the past.  Members should therefore feel rightly proud that their 
strength is recognised by our employer.

PCS also hopes that this agreement can give confidence to members elsewhere in HMRC who 
may be feeling overwhelmed by the scale of  attacks we are currently facing.  This agreement 
proves that PCS can not only defend existing terms and conditions, but that we can secure new 
and improved terms and conditions for our members too. 

There is clearly much more work to be done to finalise the detail of these proposals. We have 
agreed a framework for AFW which gives firm guarantees for members (which is attached to this 
briefing) but the other changes will be negotiated early in the New Year and we will provide much 
more information for members then. We will also need to look very carefully at how we evaluate 
these changes and we’ll  be working  closely with  the official  side to  ensure that  they and we 
understand exactly what we want to achieve and how we measure this so that further roll out will 
be successful and sustainable. 

I would like to take this opportunity to thank John Smith from the GEC for the role he played in the 
negotiations, the CC chairs and secretaries who developed the strategy and members in Liverpool 
and Newcastle CCs who helped PCS to demonstrate that additional flexible working can work in 
contact centres. 

Vicki Searle
Assistant Group Secretary
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Mutual Flexibility Joint Statement

Over the last 12 months contact centre management and PCS have been working together 
to find ways to improve the way we work in HMRC contact centres and our ability to meet 
customer demand and some very challenging performance targets. We all agree that we can 
make  improvements  that  benefit  individuals,  the  business  and  our  customers.  Our 
negotiations have at times been difficult and we have frequently disagreed about the best 
ways to achieve our shared goals, not least over how to proceed after the additional flexible 
working trials earlier this year but we have also made considerable progress.

We are pleased to announce that we have now reached agreement on a number of changes 
which we hope will make contact centres a better place to work. Some of these changes will 
be easier to implement than others and all will require commitment from staff and managers 
at  every  level  of  our  organisation  but  we  believe  that  they  are  all  achievable  and  will 
contribute to a cultural change in contact centres. To this end we have agreed a phased roll 
out, which will allow us time to try different approaches and test the impact of changes on 
our performance as we go – minimising the risk and allowing us to be bolder in the changes 
we are making. 

We will start in April with two pilots in Dundee and Sunderland. Our intention is to bring new 
sites on board regularly and to roll out changes as soon as we can. We can guarantee that 
AFW will  be rolled out to all  sites by the end of October and we hope to roll  out other 
changes to a similar timeline. We are still working up the detail and we intend on involving 
staff in the pilot sites and across contact centres in this work, within a national framework 
which is agreed between us so we will be able to provide much more detailed information in 
the New Year. However, we are keen to share the key points of agreement now, which are: 

• We will increase flexibility for staff – we will therefore roll out a new mutual flexibility 
scheme to staff  on PN 103 contracts,  based on the successful trials of additional 
flexible working earlier this year.

• We will complete an end to end review of the annual leave application process which 
should result in a streamlined process in which the manager’s decision is key.

• We recognise that our team leaders should not be overloaded and should be able to 
balance  their  time  between  assurance work  and  looking  after  the  needs  of  their 
people. For example, we will look at the support provided by offline roles in contact 
centres; the balance between online and offline roles and how teams should ideally 
be composed.

• We will explore the role of CTPs and advisors’ discretion in using them to ensure that 
they enhance the customer and advisor experience and that we make the most of 
advisors’ skills and expertise in delivering an excellent customer service.

• We will  trial  a  new reading  time  process  which  gives  advisors  responsibility  for 
apprising themselves of essential updates and brings non-essential updates together 
in one place.

We hope you will agree that this agreement represents significant progress. We look forward 
to being able to provide much more detail early in the New Year.

Cheryl Fielder Vicki Searle
Deputy Director, Contact Centres PCS Assistant Group Secretary

Mutual Flexibility Framework in HMRC Contact Centres 

Introduction
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Contact  centres  currently  operate  two  flexible  working  schemes;  one  for  members  with 
flexible working contracts (known colloquially as traditional contracts) and one for members 
on unsocial hours (or PN 103) contracts. The scheme available to members on traditional 
contracts falls within the remit of the National Framework for Flexible Working Hours and is 
covered by Appendix A of the Contact Centres Framework Agreement. Members on PN 103 
contracts are currently able to work with limited flexibility under the terms of the Contact 
Centre Flexibility Scheme.

Mutual flexibility increases the flexibility already available to staff under the CCFS and the 
following framework replaces the current CCFS rules. It does not change the arrangements 
for  contact  centre  members  working  flexibly  under  Appendix  A  of  the  CC  Framework 
Agreement.

Working flexibly under either scheme is voluntary and any member of staff who wishes to, 
may work their  standard contracted hours and agree an exact  working pattern with their 
manager.

Guide to Operating Mutual Flexibility in Contact Centres

The  Mutual  Flexibility  Framework  (detailed  below)  provides  parameters  within  which 
jobholders and managers should work together to maximise flexibility for staff whilst  also 
delivering optimal performance for HMRC and our customers. It is important that jobholders 
recognise their obligations to HMRC and our customers when requesting flexi time off under 
this scheme. It is equally important that managers keep themselves apprised of projected 
call volumes and network performance so that they can make appropriate decisions about 
flexi leave for their teams. Central resources will ensure that information is made available to 
support  operations.  In  this  way  we  can  ensure  that  mutual  flexibility  is  successful  and 
enduring.

AFW  may  be  varied  in  response  to  major  business  changes  but  this  should  only  be 
necessary when there has been a major change in business requirements and priorities. For 
example, the introduction of Universal Credit  and consequent phasing out of Tax Credits 
work in our contact centres will significantly change call volumes and patterns and may need 
alterations to the scheme. Management must consult National Union representatives before 
varying any part of AFW. In the case of union disagreement you should seek the advice of 
the Employee Relations team.

In exceptional circumstances it may be necessary to reduce the availability of flexi leave or 
to withdraw AFW on a temporary basis. Management will ensure national TUS are advised 
of  any  changes  in  advance  and  the  reason  for  them.  There  should  also  be  joint 
consideration  of  the  particular  circumstances  that  led  to  this  decision  and  how  future 
occurrences could be prevented.

HMRC and the trade unions will hold regular joint reviews of the scheme to take account of 
changing customer behaviour, business trends and staff and union feedback.

Mutual Flexibility Framework

Working 
Patterns

You are required to work a particular working pattern which will be 
agreed with you. Your working pattern will include your start and finish 
times and any meal breaks. Your working pattern must reflect your 
weekly contracted hours.
If your working pattern needs to change to meeting training or other 
business needs your manager will discuss and agree any changes with 
you at least two weeks in advance of the change. 
The parameters for working patterns are 8am to 8pm Monday to Friday 
and 8am to 4pm on Saturday. Exceptionally you may be required to 

160 Falcon Road London SW11 2LN - Tel: 020 7801 2634/2645 Fax: - 020 7801 2620



work until 8pm on Saturday or between 8am and 8pm on Sunday.
Flexi Bandwidth The bandwidth is 7:45 am to 8pm Monday to Sunday. However, flexi 

build may be restricted due to the opening hours of your office / line of 
business. For example, if your office closes at 4pm on Saturday you will 
not be able to build flexi credit beyond 4pm.

Credit & Debit 
Limits

You will be able accrue a maximum flexi credit or debit or 22:12 hours. 
This will be pro-rata if you work part time – 
e.g. 30 hours per week – 30/37 x 22:12 = 18 hours
If you need to work beyond your daily flexi credit to complete a call you 
may claim flexi credit for the duration of that call. If this causes you to 
exceed the credit limit you must let your manager know and note the 
reason in the Notes box on your SEES flexi sheet

Accounting 
Period

A daily accounting period will be operated. The maximum credit / debit 
at the end of any working day (unless prior management approval has 
been given to meet business peaks / priorities)

Maximum 
Working Hours 
in a Day

The maximum hours that can be worked in day is 10 hours per day net 
of a meal break. 

Flexi Start and 
End Times

Flexi starts when you arrive at your desk ready to start work and ends 
when you leave your desk having finished work.
If your job involves telephone work you should:

• Sign onto Aspect and complete your flexi sheet
• Complete your flexi sheet and sign off Aspect

If your job does not involve telephone work you only need to complete 
your flexi sheet.

Flexi Leave Flexi leave of less than half a day may be taken with the agreement of 
your line manager. Your manager will approve flexi leave subject to the 
following maximum number of staff absent on flexi leave per team at a 
particular time and having due regard for projected customer demand. 

08:00 10:00 12:00 14:00 16:00 18:00
Mon 1 1 2 2 2 1 per 

LOB*
Tue 3 2 2 3 3 1 per 

LOB*
Wed 3 2 2 3 3 1 per 

LOB*
Thu 3 2 2 3 3 1 per 

LOB*
Fri 3 2 2 1 1 1 per 

LOB*
Sat 10% per 

LOB^
10% per 
LOB^

20% per 
LOB

30% per 
LOB

N/A N/A

* Only available to staff working permanently after 18:00; not available 
to people working their rotational late night.
^ Only available to staff working permanent Saturdays; not available to 
people working their rotational Saturday. 

Flexi leave can be taken in increments of 30 minutes - The limits 
outlined in the table above provide a guide to the number of people who 
can take flexi leave at any one time; they are not slots of a fixed two 
hour duration. For example, if one member of a team takes flexi leave 
on Monday morning from 10am until 11am then another member of the 
team could take flexi leave at 11am when their colleague returns to 
work. 

These maxima apply regardless of any other planned or unplanned 
absences on the team on any given day. For example, if a member of 
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the team is off sick then this does not reduce the number of people able 
to take flexi leave on that day. 

Flexi leave of more than half a day should be applied for in the same 
way as annual leave.

Taking Flexi 
Time Off In Day

If you want to flex off before the end of your shift then you should 
discuss your request with your manager. They will consider the number 
of people already on flexi leave, as well as project call volumes and 
business performance before approving your request. If your manager 
cannot approve a request for flexi leave they will discuss this with you 
and explain the reason for declining your request.

Starting Late If you want to attend work later than your scheduled start time then you 
may either:
Discuss this with your manager the day before you want the time off, or 
else:
Contact your manager on the morning to let them know you wish to start 
late.
You should be aware that if you call in the morning and your manager 
cannot approve your flexi request then you will be expected to attend 
the office according to your normal working pattern and at your normal 
start time. 

Flexi Credits You will receive a flexi credit if you are absent from work due to 
sickness absence, or with permission, for example on annual leave. You 
may also receive flexi credits for other unplanned absences, such as 
medical appointments or because of travel disruption. The maximum 
flexi credit on any working day shall not take you beyond your 
scheduled shift duration on that particular day.

Breaks Mutual flexibility does not change the current break arrangements in 
contact centres.

Overtime You must record this separately – you should not record hours worked 
as overtime on your flexi sheet. 

Compressed 
Working 
Patterns

If you work a compressed working pattern and take leave, the amount of 
flexi credit given is based on the hours you are contracted to work.
If you work on a compressed working pattern you may build flexi on your 
non-working weekday.
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