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MINUTES of the JOINT WORKING PARTY [Strategic Technological Partnership / Customer Service Direct] held in the Elisabeth Room, Endeavour House, Suffolk Council Offices on Monday 12 February 2007 at 2 pm.

PRESENT:

Joint Working Party Members

Mid Suffolk District Council: Councillor Derrick Haley (Chairman), Councillor Penny Otton and Councillor John Davie-Thornhill.

Suffolk County Council: Councillor Clare Aitchison and Councillor Sandy Martin.

Officers:

Caroline Barrett, Contracts and Property Manager, Mid Suffolk District Council.

Alison Bromwich, Director of Business Development, Customer Service Direct.

Richard Brice, Interim Head of HR and Payroll, Customer Service Direct (for agenda item 6).

Izzy Ixer, Account Manager for Schools, Customer Service Direct (for agenda item 7).

Rocco Labellarte, Head of ICT, Customer Service Direct (for agenda item 7).

Gavin Bultitude, Assistant Director (Strategic Finance) Children and Young People’s Service (for agenda item 7).

Phillip Leeming, Scrutiny Officer, Suffolk County Council.

Brian Boast, Committee Administrator, Suffolk County Council.

1. Apologies for Absence

Apologies for absence were received from Councillor Paul Hopfensperger.

2. Declarations of interest and dispensations

No declarations of interest or dispensations were reported.

3. Confirmation of Minutes

The minutes of the meeting held on 27 November 2006, were approved as an accurate record and were signed by the Chairman.

4. Presentation – Project Update

The Joint Working Party received a presentation updating it on the progress of the project. Three main areas were highlighted, these included key events since the last Joint Working Party meeting, CSD’s performance against Service Level Indicators and current topics. 

The key points in the presentation related to personnel changes. Mike More and Andrew Good had joined the board of CSD as had the leaders of both Councils. In addition there had been a number of senior manager appointments in CSD. Business critical measures were outlined, and in the main, these were on target. Current topics included the successful roll out of HR Self Service at Mid Suffolk District Council.

In response to a comment, the Joint Working Party was advised that the Audit Commission had visited Mid Suffolk District Council Offices. The Joint Working Party expressed its disappointment that despite prepared briefing notes for the Audit Commission, their officers had not read them prior to taking up their work.

A suggestion was made that the Joint Working Party might wish to look at why there was a delay in paying invoices relating to Suffolk County Council. In response to a question, it was confirmed that a Revenue and Benefits steering group would ensure that legislative changes would be effectively implemented so that it did not put a strain on the section and reduce overall performance. In response to a further question it was agreed that the Joint Working Party would be provided with information to confirm how changes to the agreement are managed and the effect that this could have on the contract price.

The Joint Working Party was concerned that there was no information relating to ‘Enquiries resolved at the first point of contact’. This was an area that had been outstanding for a considerable period of time. It was agreed that officers would provide the Joint Working Party with an update on this area so that information could be made available for future meetings. 

In response to a further question, and having noted that the number of abandoned calls had increased, it was agreed that the Joint Working Party would be provided with additional information about abandoned calls. It was also advised that the information in the presentation had only recently been received and that it had not been possible to delve into the reasons why there were differences between targets and actual figures. It was agreed that at future meetings that the Joint Working Party would prefer to be provided with reasons for differences in data rather than up-to-date information where no explanations could be provided.

Decision: The Joint Working Party received the presentation.

Reason for decision: The Joint Working Party accepted that the presentation provided it with updated information.

Alternative options: None considered.

Declarations of interest: None declared.

Dispensations: None reported.

5. CSD Business Development Plan

The Joint Working Party received a PowerPoint presentation updating it on proposed business development. The Joint Working Party was advised of the approach that was being taken to developing a work plan. The work plan had been designed to could the next 5 years. The Joint Working Party was also advised that it was planned to continually examine the processes and the way we work to ensure continuous improvement and efficiency within the partnership. 

The Joint Working Party was advised that there would be closer links with BT’s site at Adastral Park. There were a number of opportunities for CSD to benefit from undertaking trials of new pieces of equipment, techniques and systems that would provide CSD and its partners with greater flexible working in order to reduce overheads and improve customer services.

Members of the Joint Working Party highlighted areas were it considered business development could take place with some partner organisations. These organisations were noted. In response to a further comment, the Joint Working Party was advised that the business plans were realistic. It had been necessary to amend the original plans as the business environment had changed since the partnership had started.

Decision: The Joint Working Party received the presentation, and agreed that a further update should be provided in six months time

Reason for decision: The Joint Working Party considered that this was an appropriate time to review the business development plan and to monitor progress.

Alternative options: None considered.

Declarations of interest: None declared.

Dispensations: None reported.

6. Performance of Human resources Services provided by customer service direct to suffolk county council and mid suffolk district council

The Joint Working Party considered report CSD07/1 (copy in the minute book) inviting it to review the performance of Human Resource Services of Customer Service Direct.

The Committee was advised that the HR service centre had been open for one year and whilst its introduction had initially had a mixed reception, it was now performing well. The Joint Working Party was advised that HR was consistently meeting the targets set out in Service Level Agreements. The Joint Working Party was also advised that a new website detailing job vacancies - Suffolk JobsDirect website had proved very popular. The website was updated weekly with details of new vacancies.

A number of comments were made that the Joint Working Party would like to have seen more detailed information in the report in order to enable it to scrutinise the statements about performance. 

In response to comments the Joint Working Party was advised that in the future, the normal presentation on progress of the project would include details of all business indicators where a specific topic was included on the agenda. Normally, the Joint Working Party would only receive details of the performance indicators that had been identified as being appropriate for their normal monitoring.

Decision: The Joint Working Party agreed that a further report should be provided for its next meeting to include:

(a) Detailed HR information to support the statements in the report relating to performance,

(b) A copy of the HR business plan for 2007/08 and 

(c) A demonstration of the HR Self Service system.

Reason for decision: The Joint Working Party required more detailed information than had been provided in the report and requested an additional report at its next meeting which would include detailed statistics, rather than an overview.

Alternative options: None considered.

Declarations of interest: None declared.

Dispensations: None reported.

7. Provision of finance personnel and information technology to schoools

The Joint Working Party considered report CSD07/2 (copy in the minute book) that provided details of the finance, personnel and information technology services provide to schools. The Joint Working Party was advised that CSD recognised that the provision of a good service was important and that in order to achieve this, a joined up approach was being provided between CSD and Suffolk County Council.

The Joint Working Party was advised that responsibility for proving the services to schools was clear. CSD was responsible for providing the service which are packaged and priced by Suffolk County Council. There were some issues that needed to be addressed such as Governor Clerking arrangements and there was an action plan to ensure that service improvements took place.

In response to comments and questions, the Joint Working Party was advised that service centre contact details would be provided and that Schools could speak directly to a named contact for more complex issues. The Joint Working Party recognised that the challenge in providing a better service existed prior to CSD being created. The Joint Working Party was advised that there was a large difference between the technical service needed to support broadband for schools compared to the broadband service that is provided to homes.

In response to further comments and questions the Joint Working Party was advised that there was a desire to set out a Service Level Agreement detailing the support to schools and to identify areas where the service should be grown and improved. The majority of calls that are received by the Service Centre are resolved at the first resolution. ICT calls are normally resolved within 3 days of receipt of a call.  

The Joint Working Party was advised that some software systems used by schools had been written locally but that support for these was being phased out as they were replace with standard solutions. Whilst these systems were liked by schools, the systems would be updated in the future to mainstream systems. This would mean that support provided for all systems used in schools could be standardised.

The Joint Working Party requested that when it received a further report that it included an update on the progress being made to reduce the delay in processing CRB checks.

Decision: The Joint Working Party noted the report and agreed that a further progress report should be prepared in July or August 2007 in order to update the Joint Working Party.

Reason for decision: The Joint Working Party considered that this timescale was appropriate given that further documentation would need to be issued in September prior to the start of the new school year. 

Alternative options: None considered.

Declarations of interest: None declared.

Dispensations: None reported.

8. Joint Working party Forward Work Programme

The Joint Working Party considered its forward work programme (copy in the minute book). It was advised that the Chairman and Vice Chairman of the Joint Working Party was scheduled to meet the Chair and Vice Chair of Suffolk County Council’s Service Transformation and Localities Scrutiny Committee to discuss and agree work schedules. Following that meeting the Chairman and Vice Chairman would arrange to schedule workloads for the Committee and the Joint Working Party.

Decision: The Committee agreed that the following items would be added to its future forward work programme and that the Chairman and Vice Chairman would schedule these:

(a) Performance of Human Resource Services to include detailed information, an update on its business plan and a presentation on HR self service development,

(b) The processes leading to the redundancy of ICT staff, the report to include details of the views of UNISION,

(c) A detailed report showing the nature of complaints and

(d) Update on the transfer to CSD Public Access of some services from the Adult and Community Services Directorate and the Children and Young People’s Services Directorate of Suffolk County Council.

Reason for decision: The Joint Working party considered that these were areas where it was appropriate for it to scrutinise in depth.

Alternative options: None considered.

Declarations of interest: None declared.

Dispensations: None reported.

9. Information Bulletin

Decision: The Joint Working Party received the information bulletin.

Reason for decision: No action was required.

Alternative options: Not applicable

Declarations of interest: None declared.

Dispensations: None reported.

The meeting closed at 4.05 pm
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