CUSTOMER & SUPPORT SERVICES SCRUTINY COMMITTEE 20th December 2004

ACTION SHEET 

Present
Councillors J Dawson (Chair), K Garrido, B. Lea, Miller, , Holt, Compton and. Jolley
Officers
Russell Bernstein and Peter Kidd – Scrutiny Support.
Apologies
Councillors Dobbs.

ITEM
ACTION REQUIRED
RESPONSIBLE

MEMBER / OFFICER
TIMESCALE

Action Sheet from previous meeting & matters arising
Following professor Leach’s recommendations Overview and Scrutiny Protocols will be launched at the end of the week with the intention of adopting them in January.

Adjustments to the constitution were approved at the last council meeting.



Forward Plan of key decisions
Prior to the meeting the Forward Plan had not been published.



Reports of the Strategic Director of Customer & Support Services

Presented by Alan Eastwood

Complaints
Roger Bell, Assistant Director of Finance, presented a report on formal complaints received within the Directorate over the last 12 months. This was followed by a wider look at complaints across the City Council presented by Alan Eastwood.

Only 17 formal complaints were registered, all of which relate to the customer facing sections of Salford Direct and the Out of Hours Emergency Service. The Directorate adheres to the City Councils existing formal complaints procedure.

Alan was pleased that the committee had identified complaints and procedures as an issue for consideration, as it is undervalued as a tool to improve services.

The City Councils has a booklet outlining the current procedure but all Directorates do not use it in the same way. All directorate complaints officers have been consulted In an attempt to refresh the procedure and ensure consistency. Work has begun on the definitions of the types of complaint and the development of a computerised complaints system, which will log, identify key stages, monitor progress and report on complaints and resolutions. The system will handle all complaints and though initially the numbers could appear high, the rigour in the system, shared good practices and improving intelligence will lead to earlier resolutions and fewer complaints and improved services. The system will eventually require training for approximately 60 officers but is hoped to reach a pilot stage by mid February.

Members will be kept up to date with progress.
Alan Eastwood
March  /April to be confirmed

Forward Plan a progress update
Alan presented a report updating members on the progress against the actions plan following consideration of Forward Plan in March.

Rather than extend the call-in period it was suggested to reduce the number of members required to call-in a decision.

It was also agreed that to send an email to prompt members when a decision had been made including a hyperlink to any detailed report and that it would also be helpful if Scrutiny Support could be included in the distribution list.

The amendments to the Plan have improved it and officers are aware of the desire to attract the interest of the general public but it is very difficult to achieve.

Reports should be available with decision notices.

The facility to search decision notice numbers has been restored and is working.

The alignment of decision notice numbers and forward plan numbers is too difficult to achieve and cannot be done.

Generally members approved of the improvements made and accepted that in a simple comparison with six other authorities Salford’s Forward Plan is easier to access and understand, it is better than most and continuing to improve.
Alan Eastwood




Citizenship Ceremonies
Alan briefed the committee on the proceeding of citizenship ceremonies the Home office estimates and the reality of the situation in Salford. The number of ceremonies are currently well below expectations due to a backlog at the Home Office, this is supposed to have been addressed and so a surge in ceremonies is expected. Councillor Garrido raised some issues regarding the content of the ceremonies based on the experiences of an applicant, some of the issues were clarified and explained but the comments were taken on board by Alan and the proceedings will be revisited, to address these where possible.
Alan Eastwood


Workplan
The workplan was agreed and it was noted the next meeting will comprise a single item for consideration on a Health and Safety issue.
Peter Kidd
Jan 2005
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