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Customer Service Scrutiny Committee
12 October 2009
Scrutiny of Customer Service Direct 
Summary
1. This scrutiny item will provide the Committee with further information about the County Council’s partnership with Mid Suffolk District Council and BT in the Customer Service Direct (CSD) Joint Venture and observations from site visits to CSD offices which were undertaken by members of the Committee on 14 September 2009.
Objective of the Scrutiny 
2. The objective of this paper is to provide the Committee with an opportunity to consider potential topics for future scrutiny of CSD.
Scrutiny Focus

3. The scope of this scrutiny has been developed to provide the Committee with information to come to a view on the following key questions:

a) How does CSD provide services?

b) Who are CSD’s customers?

c) What information was gathered from the site visits undertaken to CSD offices?

d) What does the Committee wish to add to its forward work programme?

e) What further information would the Committee wish to receive?

f) How should scrutiny take place?

g) Who should be involved?


How this relates to county council priorities

4. Our ambition: ‘By 2028 we want Suffolk to be recognised for its outstanding environment and quality of life for all; a place where everyone can realise their potential, benefit from and contribute to Suffolk’s economic prosperity, and be actively involved in their community.’ Source: Suffolk’s Community Strategy 2008-2028 ‘Transforming Suffolk’ 
	Corporate Strategy: Suffolk Story Priorities
	Link to this scrutiny

	A strong and dynamic jobs market
	√

	Transform learning and skills in Suffolk 
	√

	Protect vulnerable people and reduce inequalities 
	√

	Be the greenest county 
	√

	Deliver great services at exceptional value 
	√

	Get the best out of the Local Government Review for the people of Suffolk
	√


5. All scrutiny items should consider how well they are delivering against the county council priorities and Suffolk’s Community Strategy.    

6. Customer Service Direct delivers 450 council services to citizens, supports schools on admissions, transport and business services and provides ICT, Finance and HR services to council staff and councillors.   During the past 5 years there has been an extensive transformation of the way in which services are delivered to these customers groups in support of the Council’s objective of delivering exceptional value to its citizens.   
7. Having considered the evidence, the Committee may wish to:

a) make recommendations about subjects for future scrutiny within its own terms of reference;

b) make recommendations for scrutiny by another scrutiny committee where the item relates to a specific area within that Committee’s remit;
c) identify questions that it would like to see addressed at future scrutiny committee meetings;
d) consider establishing a Working Party from within its own membership to conduct more in depth scrutiny;
e) agree involvement, for example from members from other committees, service users or others in future scrutiny where this would add value or expertise;
f) identify potential learning and development needs for councillors;
g) delegate detailed planning of future reviews to the Chairman and Vice-Chairman;
	Contact Details

Name

Telephone

E-mail


	Scrutiny Officer 

Theresa Harden 
01473 260855
theresa.harden@suffolk.gov.uk 
	Local Councillor

All Councillors




Background
8. At its meeting on 13 July 2009, the Customer Service Scrutiny Committee received a report providing information about the County Council’s partnership with CSD and the emerging findings from a mid-term review of the partnership.   

9. The Committee agreed that site visits should be arranged to CSD offices, so that councillors could see the services provided and meet with staff.    The Committee wished to consider the information gathered from the visits to help inform its forward work programme in relation to future scrutiny of CSD.    
10. The Committee was of the view that consideration should be given to establishing a Working Party to carry out more detailed scrutiny reviews where this was appropriate and that this should report directly back to the Committee.

11. The Committee also agreed that further consideration should be given to communication and marketing of CSD.  
12. On 14 September 2009, members of the Committee visited CSD offices at Needham Market, Stowmarket, and Constantine House in Ipswich.

13. In attendance were County Councillors Judy Terry (Chairman), Eddy Alcock (Vice-Chairman), Tim Marks, Mary Rudd and Anne Gower.   Also attending was County Councillor Mike Barnard, in his capacity as Vice-Chairman of Resources, Finance and Performance Scrutiny Committee.  Councillors Wendy Marchant and Rodney Scott, from Mid Suffolk District Council Scrutiny Committee and officers from Mid Suffolk District Council joined the visits at Needham Market and Stowmarket.

14. The purpose of the visit was for councillors to gather information about the services provided by CSD, who services are provided to and how they are provided.  The aim was to understand what is working well and whether there are any areas where improvements might be made.
15. In considering whether to add a topic to its forward work programme, the Committee may wish to take into account the following:-  

a) Does the issue have potential impact for one or more sections of the population;
b) Is the issue strategic and significant?

c) Can scrutiny add value to the Council’s or its partners’ overall performance?

d) Is scrutiny likely to lead to effective outcomes?

e) Would scrutiny be duplicating other work which is already taking place?

f) Is the issue of concern to the public, partners and/or stakeholders?

Main Body of Evidence
The Committee will be provided with a short presentation from CSD providing further information about the structure of the organisation and services it provides.

There will be an opportunity for the Committee to receive feedback from those councillors who attended site visits.


Glossary

CSD – Customer Service Direct – a joint venture company established in June 2004 owned by Suffolk County Council, Mid Suffolk District Council and British Telecom (BT) which delivers council services to citizens and provides support services to council staff.

Customer Contact Centres – CSD service providing council services through walk-in centres and on-line such as payment facilities and responses to general enquiries.

Customer First – CSD service providing a first point of contact for all social care customers across Suffolk 
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