OVERVIEW SCRUTINY MANAGEMENT COMMITTEE

THURSDAY 17 MARCH 2005 AT 2.00PM

PRESENT:
Councillor Jefferson (Chairman), Councillors Boaden, Bradley, Dodd, Guest, Mallinson and Rutherford C.

OSM.08/05
APOLOGIES FOR ABSENCE

An apology for absence was submitted on behalf of Councillor Styth.

OSM.09/05
DECLARATIONS OF INTEREST

Councillor Mallinson declared a personal interest in accordance with the Council’s Code of Conduct in reference to Cumbria County Council, particularly in relation to Back Lanes.  She stated that her interest was in respect of the fact that she is a Member of the Cumbria County Council.

OSM.10/05
MINUTES

RESOLVED - That the minutes of 3 February 2005 be approved as a correct record and signed by the Chairman.

OSM.11/05
MINUTES OF OVERVIEW AND SCRUTINY COMMITTEES

The following minutes were submitted:

(a)
Community Overview and Scrutiny Committee – 10 February 2005
The Overview and Scrutiny Manager referred to the Subject Review/Inquiry on 

Post Foot and Mouth Disease Environmental and Health matters.  He advised that a response had been received from DEFRA, one year after the final report had been sent and that the response would be reported to the next Community Overview and Scrutiny Committees.

RESOLVED – That the minutes of 10 February 2005 be noted

(b)
Corporate Resources Overview and Scrutiny Committee – 17 February 2005.

A Member referred to page 3 of the Minutes and the statement that “Councillor Mitchelson undertook to meet with the other Group Leaders to refine the Information Management Protocol so that the it was acceptable to all groups”.  The Member stated that to date Councillor Mitcheson had not met with the Group Leaders to discuss this matter and she asked the Executive Director to progress this issue.

RESOLVED – (1) That the Minutes of 17 February 2005 be noted.

(2)
That the Executive Director (J Gooding) raise with the Leader the concerns that he had not yet met with the other Group Leaders to refine the Information Management Protocol so that it was acceptable to all Groups, as stated in the minutes.

(c)
Infrastructure Overview and Scrutiny Committee – 9 December 2004, 9 February 2005 and 24 February 2005.

RESOLVED – That the Minutes of 9 December 2004, 9 February 2005 and 24 February 2005 be noted.

OSM.12/05
WORK PROGRAMME

The Overview and Scrutiny Manager submitted the Work Programme for all Overview and Scrutiny Committees for 2004/2005 and provided an update on the following matters:

(a)
Flood Recovery Monitoring Reports would be submitted to each of the three Overview and Scrutiny Committees at their forthcoming meetings.

(b) The Crime and Disorder Audit, Sheepmount Monitoring and the Sheepmount Bridge would all be reported to the next meeting of the Community Overview and Scrutiny Committee.

(c) A Workshop on the Homelessness Review had been arranged for 25 April 2005 and Members and substitutes of the Community Overview and Scrutiny Committee would be invited to that Workshop.

(d) A Customer Contact Centre update was programmed to go to the Corporate Resources Overview and Scrutiny Committee on 31 March 2005, but this would be deferred.

(e) An Annual Audit Plan Report would be submitted to a future meeting of the Corporate Resources Overview and Scrutiny Committee.

In response to a Member’s question about the Gypsy and Traveller Protocol, the Overview and Scrutiny Manager advised that Community Overview and Scrutiny Committee had considered this at a previous meeting and that it had related to protocols and practice and the standard application of these across the County.  The Community Overview and Scrutiny Chairman added that if the Protocol had to be redvised in light of recent developments or any legislative changes then he hoped that the Committee would have an opportunity to comment.

A Member noted that the financial implications of the Flooding would be reported to the Corporate Resources Overview and Scrutiny Committee on 31 March 2005.  This was welcomed but the Member commented that the cross-party group, which had been set up after the flooding, had still not received any reports on financial implications.  The cross-party group had only met once and a Member requested that this be taken up with the Leader.

In response to a Member’s question, the Overview and Scrutiny Manager reported that the proposed new flood defence works would be submitted to the Infrastructure Overview and Scrutiny Committee for consultation.  He confirmed that a public meeting regarding consultation on the new proposals was being held at Brunton Park and he confirmed that this would be a consultation on the new proposals and not on any flood defence proposals from previous years.

RESOLVED – (1)
That the Work Programme be noted.

(2) That the Executive Director (J Gooding) raise with the Leader concerns that the cross-party group which had been set up after the flooding had only met once so far and had not yet received any reports on the financial implications of the flooding.

OSM.13/05
MONITORING OF AND CHANGES TO THE FORWARD PLAN

The Overview and Scrutiny Manager submitted report LDS.008/05 informing Members of changes to the Executive’s Forward Plan for 1 February to 31 May 2005.  He also highlighted the Forward Plan for 1 March to 30 June 2005, copies of which had been circulated to Members.

In response to a question about the Three Rivers Strategy, the Overview and Scrutiny Manager commented that the Strategy would have to reflect the learning that had been gained from the flooding.

RESOLVED – That the changes to the Forward Plan for the period 1 February to 31 May 2005 be noted.

OSM.14/05
REFERENCE FROM THE INFRASTRUTURE OVERVIEW AND SCRUTINY COMMITTEE  -  BACK LANES

The Infrastructure Overview and Scrutiny Committee on 9 February 2005 (Minute Reference IOS.4/05) had asked that this Committee’s attention be drawn to the fact that issues such as Housing, Back Lanes etc would cover other Overview and Scrutiny areas.

The Overview and Scrutiny Manager commented that monitoring arrangements had been put in place in relation to Flood Recovery and these had been included fully within the Work Programme, as follows:

(a) The Corporate Resources Overview and Scrutiny Committee would be monitoring Financial, Public Asset and Emergency Plan matters;

(b) The Community Overview and Scrutiny would look at Housing Homelessness and Welfare issues; and 

(c) The Infrastructure Overview and Scrutiny Committee would deal with the infrastructure, including clean up operations and proposed new flood defence systems. 

If there were other cross cutting issues which arose in the future this Committee could have a role in resolving these matters.

RESOLVED – That it be noted that arrangements have been put in place for each of the three Overview and Scrutiny Committees to have responsibility for monitoring of Flood recovery issues.

OSM.15/05
CENTRAL REFERRAL SYSTEM

With reference to Minute OSM.56/04, the Communications Manager presented Report SP.02/05 on the Development of a Central Referral System.

The Communications Manager reported that following the floods in January 2005 and the destruction of the Customer Contact Centre, the Customer Relationship Management (CRM) System was not currently in place.  When the CRM System is in place, the software will enable all referrals, requests for services and complaints to be logged centrally, whether they come from people visiting the Civic Centre, sending e-mails and letters or telephoning via Members.

The Communications Manager proposed the following three possible solutions to take forward the issue of Central Referrals System were as follows:

(a) Continuation of the current Members Referrals System with officers feeding the information into the Customer Relationship Management (CRM) System.

(b) Officers to pilot a central system that allows Members to feed information into the CRM and seek feedback from Members.

(c) A cross-party working proup of Members be established to work up a Central System.

The annual survey of Members had shown that 68% of those who had responded had stated that they did not want to replace the current Members Referral System with cross-party system.

A Member commented that this issue had arisen as Members were querying that there was a system in place which could establish whether or not complaints which Members were receiving were on common issues across the city.  The example which had been mentioned at the time had been grass cutting.  The Member was concerned that the current Members Referral System worked well and that system should not be replaced.  Members then discussed how the current Members Referral System would fit in with the CRM System.  

The Executive Director reported that when the CRM System is up and running, anyone who reports a complaint or raises an issue whether by telephone, e-mail, face to face with an Officer or via a Member speaking to an Officer, these would be logged onto the system.  Officers would be able to register these contacts on the CRM System and this would provide management information which would enable the identification of common problem areas or areas of the complaint across the City.  This management information would enable the deployment of resources which would be more responsive to customers’ needs.

He emphasised that in order for this to work effectively, it would be better if complaints or issues are progressed by Members with Officers at a suitable level in the organisation e.g. at least Supervisory level.

The Executive Director commented that whist it would be an ideal situation to have a single point of contact where Members would phone in, he recognised that Members use different means of registering complaints or issues they wish to pursue.  The CRM System would enable different means of contact to be logged and would enable the identification of common issues which were cropping up across the City.  Members commented that the political groups seemed happy with the current Members Referral System and that rather than get rid of that system it would be better for the CRM System to be developed in such a way that it recognises the current Member Referral System.

In response to a Member’s question about the improvements to the current temporary telephone systems by which Members of the public access the Council, the Head of Customer information Services advised that there had been recent improvements to the telephone system with a diversion put in place to channel calls directly to Revenues and Benefits.  He stated that the telephone Service being provided to the public should start to improve.

RESOLVED – (1)
That the current Members Referral System be continued with the Officers feeding the information into the Customer Relationship Management (CRM) System.

(2) That the Corporate Resources Overview and Scrutiny Committee be charged with monitoring the progress and effectiveness of the Customer Relationship Management System and the way it receives information from the current Members Referral System.

(The meeting finished at 2.58pm.)

