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Mr M. Berry Your Ref:  
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4589 My Ref:  
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mattberry@cannockchasedc.gov.uk 

 
23 March, 2016 
 
Dear Councillor, 
 
CUSTOMERS AND CORPORATE SCRUTINY COMMITTEE 
4.00 PM ON MONDAY 4 APRIL 2016 
ESPERANCE ROOM, CIVIC CENTRE, CANNOCK 
 
You are invited to attend this meeting for consideration of the matters itemised in the 
following Agenda. 
 
 
Yours sincerely, 
 
 
 
T. McGovern, 
Managing Director 
 
 
To: Councillors: 

 

 

 

 

 

 

 

Observers: (Observers are invited to attend to speak at the Chairman’s 
discretion and / or answer questions relating to their Portfolio.) 

Adamson, G. (Leader of the Council) 
Lovell, A. (Corporate Improvement Portfolio Leader) 

 

Johnson, T.B. (Chairman) 
Cooper, Miss J. (Vice Chairman) 

 
Bernard, Mrs. A.F. Hoare, M.W.A. 
Burnett, G. Kraujalis, J.T. 
Buttery, M. Pearson, A. 
Christian, Miss J. Stretton, Mrs. P.Z. 
Freeman, Miss M.A. Sutherland, M. 
Grice, Mrs. D.  



 

       

A G E N D A 

PART 1 

  
1. Apologies 
  
2. Declarations of Interests of Members in Contracts and Other Matters and 

Restriction on Voting by Members 
 
(i) To declare any personal, pecuniary or disclosable pecuniary interests in 

accordance with the Code of Conduct and any possible contraventions under 
Section 106 of the Local Government Finance Act 1992. 

 
(ii) To receive any Party Whip declarations. 

  
3. Minutes 

 
To approve the Minutes of the previous meeting held on 22 February, 2016 (enclosed). 

  
4. Technology Strategy 

 
Briefing Note of the Head of Technology (Item 4.1 – 4.3). 

  
5. Review of Community Engagement 

 
Briefing Note of the Policy and Performance Manager (Item 5.1 – 5.3). 
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13. Apologies 

 
Apologies for absence were received for Councillors Miss J. Cooper (Vice-
Chairman), M. Sutherland and Mrs. M.A. Davis (observer). 
 
Councillor Miss M.J. Dudson was substituting for Councillor Miss J. Cooper. 

  
14. Declarations of Interests of Members in Contracts and Other Matters and 

Restrictions on Voting by Members and Party Whip Declarations 
 
No declarations of interests or party whip declarations were received. 

  
15. Minutes 

 
RESOLVED: 
 
That the Minutes of the meeting held on 30 November 2015 be approved as a 
correct record and signed. 

  
16. Cannock Citizens’ Advice Bureau 

 
Sue Nicholls (Chief Officer) and Angela Jones (Service Manager) from the 
Staffordshire South West Citizens’ Advice Bureau (CAB) were in attendance for 
this item.  Reports on work undertaken by the CAB for the period April to 
December 2015 and Universal Credit (UC) Preparations were circulated for 
Members’ reference and consideration. 
 
Work update report 
Members raised questions on several aspects of the report which covered; 
financial support, benefits advice/claims, debt management, referrals to/from the 

CANNOCK CHASE COUNCIL 
 

MINUTES OF THE MEETING OF THE 
 

CUSTOMERS AND CORPORATE SCRUTINY COMMITTEE 
 

HELD ON MONDAY 22 FEBRUARY 2016 AT 4.00 P.M. 
 

IN THE CIVIC CENTRE, BEECROFT ROAD, CANNOCK 
 

PART 1 
 

PRESENT:  
Councillors 

 
Johnson, T.B. (Chairman) 

 

 

Bernard, Mrs. A.F. 
Burnett, G. 
Dudson, Miss M. J. (substitute) 
Freeman, Miss M.A. 
Grice, Mrs. D. 

Hoare, M.W.A. 
Kraujalis, J.T. 
Pearson, A. 
Stretton, Mrs. P.Z. 
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CAB and other agencies/support services, appeals and tribunals cases, provision 
of outreach services and home visits and the working relationship between the 
Council and CAB.  The CAB Chief Officer and Service Manager replied as 
appropriate. 
 
Members commented positively on the level of detail contained within the work 
update, but requested that the respective information for 2013/14 be provided for 
comparative purposes.  Information was also requested about the number of 
cases which were taken to tribunal. 
 
Universal Credit report 
Members queried if the Council had any plans to install an IT suite at the Council 
Offices for UC claimants to use, and whether the required Officer resource was in 
place to support claimants using it.  The Head of Commissioning replied that a 
suite would be installed in the reception area in the near future, and the Revenues 
and Benefits service had been given funding to ensure resource was in place.  
The CAB Chief Officer further replied that Officers had been trained by the CAB in 
order that they be ready for when the suite goes live. 
 
Councillor M.W.A. Hoare left the meeting at the end of this item and did not 
return.  

  
17. Quarter 3 Performance Report 2015/16 – Customers PDP 

 
Consideration was given to the Report of the Head of Governance (Item 5.1 – 5.9 
of the Official Minutes of the Council) (presented by the Policy & Performance 
Manager). 
 
The Policy & Performance Manager advised that direction of travel performance 
indicators for the ‘making the best use of limited resources’ strategic objective 
would be included in the end of year performance report as relevant data was still 
being collated. 
 
Delivering Council services that are customer centred and accessible 
A Member commented positively on the performance of the use of online forms 
and e-payments transactions along with the associated cost savings involved, and 
then queried what was being done to further promote these services.  The Head 
of Commissioning replied that promotion was being undertaken via the Council’s 
website and emails, as well as testing of the software via the proposed mobile 
app.  It was also hoped that ICT suite to be set for UC claimants could also be 
used for online reporting and transactions for Council services. 
 
A Member made a general comment about morale being low amongst Officers 
due to a reduction in available resources, and suggested that Members needed to 
be doing more to address this. 
 
In respect of developing a support strategy for UC claimants, a Member 
commented that there was a need to be looking forward to when UC was fully 
rolled out and the likely/expected impact on claimants and those who need to 
support them. 
 



Customers and Corporate  
Scrutiny Committee 22/02/2016 13 

Making the best use of limited resources 
The Head of Economic Development advised that a report was going to be 
submitted to Cabinet in March to seek approval for the establishment of a 
property partnership with Public Sector Plc.  The purpose of the partnership would 
be to facilitate property related projects for the Council, making use of private 
sector funding, resources and skills in addition to those available through the 
Council and paid for by the partnership. 
 
In respect of the Building Control Service, the Head of Economic Development 
reported that discussions were underway with a number of other district councils 
nearby with a view to moving to a wider shared service arrangement.  Potential 
options were being put together and would be presented to each constituent 
council later in 2016 for formal consideration. 
 
Members commented positively on the proposals put forward for asset 
management, Building Control and Land Charges and thanked Officers for the 
work undertaken to date. 
 
Members requested more detailed on information on what the future plans were 
for the ICT service, as only limited information had been provided in the report. 
 
RESOLVED: 
 
That: 
 
(A) The performance information relating to the Customers Priority Delivery 

Plan, as detailed in Appendix 1 to the report, be noted. 
 

(B) The actions and indicators which were rated, yellow, orange or red and the 
associated commentary/remedial action proposed by the Leader Officer be 
noted. 

 
(C) That the Head of Technology submit a Briefing Note to the next meeting of 

the Committee to provide a detailed update on the preparation of the IT 
Strategy and any future proposals/developments for the ICT service. 

  
18. Community Engagement Review Task & Finish Group 

 
The Chairman provided the Committee with feedback of the meeting of the Task 
& Finish Group which took place on 8 February 2016.  The views of the Group 
had been sought on ways in which community engagement could be improved or 
developed, what roles councillors had to play in it and whether there was a larger 
role for scrutiny. 

  
  
 The meeting closed at 6:15pm 
  
  
 _______________________ 
 CHAIRMAN 
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Briefing Note of: Head of 
Technology 

Contact Officer: Peter Kendrick 
Telephone No: 01785 619274 

 

CUSTOMERS & CORPORATE SCRUTINY COMMITTEE  

4 APRIL 2016 

TECHNOLOGY STRATEGY 

 

1 Purpose of Briefing note 

1.1 The purpose of this briefing note is to inform members of the progress to the 
Technology Strategy document and give a representation of the eventual 
contents. 

2 Key Issues  

2.1 The Technology Strategy currently is about 80% complete in terms of its first 
draft.  The draft document will be circulated to the Leadership team, other 
officers of the council and the trade unions for initial consultation and feedback. 

2.2 The strategy will consist of an approach to utilising the available and affordable 
technology to achieve the objectives of the council.  It is intended that the 
document will be sufficiently flexible to allow the use of new, emerging and 
existing technologies. 

2.3 The Technology service is a shared service with Stafford Borough Council and 
this presents various advantages for cost savings and resilience.  It is intended 
that the strategy will ensure that these continue to be maximised. 

2.4 This strategy will need to be closely aligned with the needs of the service areas 
and their aspirations for cost control, mobile working, customer contact and other 
efficiencies. 

2.5 The strategy will aim to be compatible with any current and new requirements of 
the public.  This is expected to be addressed through the next version of the 
Customer Contact Strategy. 

 

3 Detail  

3.1 The Strategy has been held up while there was a procurement of the Councils 
main storage system.  There were two realistic options to fulfil this requirement 
either of which could have taken our strategy in two different directions.  The two 
options were to hold all of our key data in a remote server known as a ‘Cloud’ 
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solution or hold the data in a more traditional array of computer disk within the 
Civic centre.  After an extensive procurement process it became clear that the 
traditional approach was the least cost and also more resilient.  The strategy 
therefore will be largely based on this approach but with options to utilise ‘Cloud’ 
solutions where appropriate. 

3.2 The paragraphs below are extracts from the draft strategy to illustrate its 
structure. 

3.3 The items of the strategy can be grouped around 5 themes.  The themes are – 

• Support for Transformation. 

• Efficiency 

• Green Technologies 

• Governance 

• Security of Data 

3.4. Support for Transformation.  The Shared Technology Service Business Case 
foresaw that a Shared Technology Service was a necessary precursor to 
subsequent delivery of further shared service initiatives and future service 
developments. Based on this the Shared Technology Service will actively seek 
to assist in any transformational change that either Council singly or jointly 
approve.  

3.5 Efficiency.  The service will seek to achieve efficiency savings that will both 
improve the quality and usability of the current systems.  This would include the 
ability of the systems to integrate with each other, share data and enable easy 
access to multiple systems.  These improvements will not be confined to items 
that fall within the internal budget of the shared service but to the councils as a 
whole. 

3.6 Green Technologies.  Where appropriate the service will advise on the 
introduction of technologies that are able to save on: 

• The building’s power consumption. 

• Travel to and from work 

• Travel between sites. 

• Reduction in the use of Paper 

• Reduction in the amount of Technology related consumables e.g. Ink 
cartridges, disks etc. 

3.7 Governance.  It is essential that the Shared Technology Service remains 
responsive to the individual requirements of each service whether they are part 
of a shared service programme or not.  This theme will attempt to address the 
issue of contact and feedback with each Service and Section to ensure that 
accurate information is gathered about the current service provided and the 
plans and aspirations of each section for the future.  This will be essential in 
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building the service plan but may also have benefits where some synergy 
exists between the requirements of unconnected internal services. 

3.8 Security of Data.  Over the last 3 years the technology infrastructure has 
changed significantly.  It is expected that the pace of change in this 
environment will not reduce over the next 5 years.  The amount of sensitive 
data will increase as will the methods by which it can be accessed.  The council 
will need robust policies and procedures put in place to protect the data. 
 
The protection of the data is paramount but there should be a balance between 
security and usability so as not to prevent the use of partnership working, 
remote access from homes, mobile access and web forms.  In each of these 
cases a careful risk analysis needs to be carried out to the satisfaction of the 
data owner. 

3.9 Other key areas that will be addressed within the Strategy: 

• Mapping 

• Storage of Data including video and audio 

• Business Continuity 

• Procurement 

• Monitoring 

• Performance  

• Infrastructure 

• Mobile 

• Channels of communication 

• Monitoring 

• Interfaces & Integration 

 

Background Papers  

None 
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Briefing Note of: Policy and 
Performance 
Manager 

Contact Officer: Rob Lamond 
Telephone No: 01543 464598 

 

CUSTOMERS & CORPORATE SCRUTINY COMMITTEE 

4 APRIL 2016 

REVIEW OF COMMUNITY ENGAGEMENT 

 

1 Purpose of Briefing note 

1.1 The purpose of this briefing note is to update Members on the progress and 
findings of the review of Community Engagement undertaken by the Customers 
and Corporate Scrutiny Committee. 

2 Key Issues  

2.1 Following the decision of Council in May 2015 to discontinue the Community 
Forums, the Customers and Corporate Scrutiny Committee was assigned to 
review the Council’s existing approach to community engagement and provide 
recommendations for development where appropriate.  This briefing note 
summarises the progress to date with regard to the review. 

3 Detail  

3.1 Prior to their discontinuation in 2015, Cannock Chase Council had previously 
held quarterly community forums in four localities in the District.  The forums had 
been a means for community issues to be raised and for dialogue between 
Members, Officers and the public.  However, it had been widely acknowledged 
that the forums had not been an effective or efficient method of engagement for 
some time and thus the decision was taken to cease the meetings. 

3.2 During the 2015/6 Municipal Year the Customer and Corporate Scrutiny 
Committee has included a review of community engagement in its work 
programme, to assess the remaining methods of community engagement used 
by the Council, research good practice from elsewhere, and provide where 
appropriate recommendations for service improvement or change. 

3.3 A Task and Finish (T&F) sub group was established by the Committee in order 
to focus on this subject and provide further information to the Committee as a 
whole.  In so doing, the T&F group began by requesting information on the 
Council’s current activities in this sphere. 
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3.5 The levels of engagement and the distinctions between types of activity are 

demonstrated by Diagram 1 below. 

   

 

 

 

 

 

 

 

 

 

3.6 The Council’s current activities with regard to the “Engagement Pyramid” 
illustrated above are summarised thus: 

• Communications 

Includes website, media relations, social media 

• Consultation 

Includes surveys, public opinion, residents’ panel  

• Community Engagement 

Includes community groups & networks, involvement & special projects 

3.7 Information on the tools, methods and types of response were also provided to 
the T&F group, including data on numbers of followers for the Council’s social 
media accounts and the varying response rates to public consultations. 

3.8 It was also noted that whilst the Council has developed online and social media 
tools for communication and consultation, traditional methods of dialogue 
through face to face contact, printed publications and the local media continue to 
be important methods for communicating with the public in the District.  A wide 
range of traditional and contemporary methods are used in attempting to 
maximise the impact of all types of communication and engagement from the 
Council. 

3.9 The T&F Group did note that since the Forums ceased, there may be an 
engagement “gap” in face to face contact with the public.  It was noted that there 
is a crucial role for local Members in representing the views and concerns of 
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their residents and bringing about resolutions to issues. It was further suggested 
that better use could be made of ‘dual-hatted’ Members (those who are both 
district and parish councillors) to report on issues and improve communication 
locally. 

3.10 With regard to the role of Scrutiny Committees, the T&F Group discussed the 
opportunities for such Committees to include items of community concern or 
interest on their work programmes.  The potential for relevant members of the 
public, interest bodies or community groups to attend Scrutiny Committees and 
present information was discussed, alongside the possibilities for meetings to be 
held in locations beyond the Civic Centre where and when appropriate to a local 
issue.  

3.11 In reporting back to the Committee as a whole, the T&F Group noted the 
potential for Scrutiny Committees to provide a community engagement link to the 
District’s residents and an alternative channel for community issues to be 
explored.  This aligns with some of the work undertaken by the Transitional 
Scrutiny Committee as part of its “Scrutiny Toolkit” development and the review 
of Scrutiny functions as a whole. 

 

Background Papers  

None 
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