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Summary

This report reviews the recommendations made by the Customer Service Scrutiny Committee (previously known as the Service Transformation and Localities Scrutiny Committee) between April 2008 and April 2009 and the actions which have been taken as a result.   The paper also identifies some opportunities for improving the effectiveness of future scrutiny.
Objective of the Scrutiny 
The objective of this paper is to consider the outcomes from the Customer Service Scrutiny Committee (and Service Transformation and Localities Scrutiny Committee) and what impact these have had on services provided to the public. 
The review will provide the Committee with an opportunity to consider whether there are any learning points for this or other Scrutiny Committees and how the Committee wishes to undertake reviews of outcomes in future.
The Committee may, having considered the information provided:

ask officers to prepare further information to be presented at a future meeting or to be included in an Information Bulletin;

ask the relevant Portfolio Holder to provide further information;

ask the Scrutiny Officer to investigate and report back at a future meeting;

ask a member of the Committee to carry out an investigation and report back at a future meeting;
make recommendations to Scrutiny Management Board in respect of learning points or opportunities for improving scrutiny which could apply to other Scrutiny Committees;
determine how it would wish to undertake future reviews of outcomes from the Committee’s recommendations and how and when these should take place.  
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Introduction

1. The Customer Service (was Service Transformation and Localities) Scrutiny Committee has met 6 times between April 2008 and April 2009 and made recommendations on a range of topics within its remit.

2. This review considers whether these recommendations have been implemented and what impact they have had on services.     

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) What were the decisions of the Committee, when and why?

What actions have been taken?

What changes, if any were made?

What impact did any changes have on services to the public?

If no changes were made, what reasons were given?

What feedback has been received?

Are there any learning points for this and other Scrutiny Committees?

Main Body of Evidence

4. Attached as Appendix 1 is a schedule summarising the subjects considered by the Committee, the decisions taken by the Committee and the reason for the decisions.  In addition, the schedule provides details of the comments made by the relevant officers of the County Council detailing, where appropriate, actions taken in relation to each decision.

5. It is recognised that some recommendations made by the Committee may take some time to implement and for the full impact on services provided to members of the public to be known.  The Committee may wish to consider what further information it would like to receive, when and how. 
Opportunities for Improving Scrutiny 
6. The Committee may wish to comment on the value of receiving the type of information included in this paper.   Alternative approaches for monitoring the impact of scrutiny committees decisions may include:

b) A member of the Committee monitoring activity against the Committee’s outcomes for a specific subject,

c) Reviewing the outcomes of each Scrutiny meeting after 12 months and including an update in an Information Bulletin,

d) Requesting follow-up review of items previously scrutinised as part of its forward work programme as and when required.

e) Receiving a report similar to this one on a regular basis e.g. annually.

f) Information being sent by e-mail to Committee members as and when actions are taken.

7. The Committee may wish to comment on whether the outcomes of the scrutiny process confirm the topic areas selected were correct, and whether there are any learning points for this and other Scrutiny Committees in terms of the areas chosen for examination.

Glossary

CSD – Customer Service Direct

CYP – Children and Young People

HR – Human Resources

IDeA – Improvement and Development Agency

JSWP – Joint Scrutiny Working Party

LACESS – Looked After Children Educational Support Service

LGR – Local Government Review

LSC – Learning and Skills Council

MSDC – Mid Suffolk District Council

NHS – National Health Service

PCT – Primary Care Trust

PDR – Performance Development Review

SCC – Suffolk County Council

SNT – Safer Neighbourhood Team

STP – Strategic Technological Partnership

Supporting Information 

Suffolk County Council Service Transformation and Localities Scrutiny Committee Minutes of 24 April 2008

Suffolk County Council Service Transformation and Localities Scrutiny Committee Minutes of 15 July 2008

Suffolk County Council Service Transformation and Localities Scrutiny Committee Minutes of 13 October 2008

Suffolk County Council Service Transformation and Localities Scrutiny Committee Minutes of 9 December 2008

Suffolk County Council Customer Service Scrutiny Committee minutes of 16 March 2009 

Suffolk County Council Customer Service Scrutiny Committee minutes of 16 March 2009 

Copies of minutes from meetings of the Committee are available at:

http://apps2.suffolk.gov.uk/cgi-bin/committee_xml.cgi?p=search&search=bool&f21=Agenda&f22=(Customer%20Services)%20OR%20(Service%20Transformation)
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