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 CROS.149/03
CUSTOMER CONTACT BEST VALUE REVIEW

The Head of Customer and Information Services presented report CIS.12/03 detailing progress achieved in implementing the Customer Contact Best Value Action Plan.

Since completion of the Review, Customer Services had investigated the manner by which the Review recommendations could be delivered, via market testing through to a full in-house implementation.  

The conclusion of the Review for delivery of the Action Plan was that the best way of delivering on both the service and recommendations was to contract with the private sector to design and build the Council’s Customer Contact Centre with an in‑house team to subsequently manage and operate the service.

After a full OJEC procurement, Capita had been selected as the preferred partner and negotiations were currently underway on the contract.  The model and vision outlined in the final Best Value report had been preserved in the specification.

The original report contained 15 key recommendations and Appendix A to report CIS.12/03 restated the same, giving a commentary on their current status.  In addition, some 85 individual recommendations had been made and Appendix B detailed those recommendations and reported on their current status.

Mr Nutley reminded Members that the position with the delivery of Customer Services had moved on since the original Review and some of the original recommendations were no longer relevant/had changed significantly.   In those cases the Committee was asked to endorse the amendments.

Additionally, the time base to which those amendments were set had changed significantly, largely as a result of the exploration of the strategic partner approach.  The creation of the Customer Contact Centre would now deliver on many of those recommendations, with the new timetable for delivery being dictated by the Project Plan arising from the Customer Contact Implementation Plan.

As regards the next steps, the Chairman indicated that it would be necessary for the Committee to monitor the implementation and delivery of any contract signed with the preferred supplier.  Mr Nutley welcomed that course of action.

A Member referred to the review of Civic Centre space and raised the following questions and concerns:

a) the availability of a Budget to undertake proposed works;

b) the cost associated with the temporary Customer Contact Centre;

c) Referring to the Action Plan – Staff Facilities (CC-09-ENV-09) was a tea/staff room available to Customer Services staff and, if so, why had similar facilities not been made available to the remainder of the staff.  Did a policy exist in that regard?  If not, the potential existed for discord with other staff;

d) concern that Members were not driving the process, and work was being undertaken and costs incurred without consideration of the final office layout.

In response, Dr Gooding (Executive Director) advised that a paper would be submitted to the next meeting of the Executive recommending necessary changes to the ground floor (estimated to be in the region of £200,000) as a result of CHA vacating that area.  A number of possibilities existed as regards what would be located in the vacant space on the ground floor.

The Head of Finance advised that £½m had been set aside in last year’s Budget for the Customer Contact Centre, but no Budget was available at this time for the £200,000 referred to above.

Mr Nutley further advised that the temporary area had cost between £25,000 - £28,000.    Customer Services staff required a break and a small facility had been made available for their use.  The Chairman added that that was considered best practice and such facilities were considered appropriate and necessary for front line staff.  One Member raised concern that that could lead to elitism.  

The Town Clerk and Chief Executive suggested that it may be helpful for the Committee to receive a full presentation on the long-term accommodation strategy.

RESOLVED – (1) That the report be noted.

(2) That the issues raised at a) – d) above be forward to the Executive for consideration and that the Executive be requested to arrange for a presentation on the long-term accommodation strategy to be given to this Committee.







