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BABERGH DISTRICT COUNCIL CABINET MEMBER UPDATE 
 

From: Councillor Derek Davis 
 Cabinet Member for Organisational 
 Delivery 

Report Number:      CMU37 

To:  Council Date:    January 2019 

 
TO PROVIDE AN UPDATE FROM THE CABINET MEMBER FOR ORGANISATIONAL 
DELIVERY 
 
1. Overview of Portfolio 

The Organisational Delivery Portfolio encompasses Customer Services, Business 

Improvement and Information and Communication Technology (ICT).  Over the past 

3 months, we have continued to focus on improving core performance, and we have 

also worked hard on a number of key projects which build upon our business as 

usual activities.  A summary of activity that has taken place across the three themes 

over the last few months follows. 

2.     Recommendation 

2.1       This report is for information. 

 
3. Key activities/issues over the past 3 months 
 
3.1 Customer Services 
  
3.2 Performance in Quarter 3 has continued to improve with customers waiting on 

average 1minute 4 seconds which is a reduction of 26 seconds from the previous 

Quarter.  We have also continued to increase the number of calls we answer and 

reduced the number of phone calls abandoned by customers, on average we 

answered just over 91% for Q3.  We are now moving into our busiest period of the 

year where we will be preparing for the annual distribution of Council Tax, Business 

Rates and Housing Benefit notifications and bills. 

 

3.3 A new online service was introduced last quarter which enables customers to 

access their Council Tax and Business Rates account information.  This has meant 

customers can view their account online, and see information about payments, bills 

and account balances.  Additionally our customers and customer service staff can 

update account information online, this has had the resulting impact of improving 

the time it takes for changes to be processed by the back office teams.  A 

communication plan has been developed to further promote this service over the 

next couple of months in the lead up to our annual billing period. 
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3.4 Following our 8 week pilot at Shotley Village Hall with Suffolk Libraries for the 

provision of an assisted customer service point, we have now undertaken a review 

of the service.  We received very positive feedback from those customers who we 

assisted, and have decided to continue with a presence at the village hall on the 1st 

Monday of each month.  This ensures that we can continue to support customers 

on a regular basis proportionate to the need and resources available.  

 

3.5 We also launched our second pilot with Suffolk libraries, providing self-service 

facilities (tablet) at the Hadleigh Library which is available during Library opening 

times, with additional assisted service provided by our customer service officers on 

a Thursday afternoon.  The pilot will run until March followed by an evaluation to 

determine how the approach develops.   

 

3.6 During the last quarter a total of 77 customers who visited our customer access 

points completed the satisfaction survey and of these 100% rated the service as 

either good or above.   

 

3.7 Feedback received from Parish Councils and Clerks has informed a mini review of 

their secure pages on our website, which should make it easier for Parish Clerks to 

contact directly the appropriate officer with up to date contact details.  We are 

reviewing how we can replicate this approach on Connect to also help Councillors. 

 

4. Business Improvement including Policy & Performance, Data Analysis and 
Programme Management 

 
4.1 During quarter 3 we have carried out investigations into 6 stage 2 complaints (down 

from 9 in quarter 2).  Of these, 3 were not upheld and 3 partially upheld. Lessons 

learnt in this period included updating the website to reflect responsibilities of the 

Council and tenants in relation to the Housing Service.  One person was designated 

as a persistent and vexatious complainer in accordance with our policy; which is 

only enacted as a final option.   

 

4.2 Discussions have taken place with the Senior Leadership Team on our approach to 

equality and diversity, supplemented by hearing first hand some inspirational 

external speakers.  A new Equality Impact Assessment template is in operation and 

a draft policy has been presented to SLT which will come before Cabinet and 

Council in the New Year.  Support has also been provided to the HR team on the 

gender pay gap and the mandatory workforce report.  Officers also attended the 

annual Disability Focus Day and have provided feedback to the rest of the 

organisation.  

 

4.3 Working closely with the Communications Team and across the organisation a  

variety of stories and photos have been collated for inclusion in a user friendly, 

short and informative End of Term magazine.  A steering group consisting of 

Councillors and officers has led the production which is in its final stages and is due 

to be distributed early in 2019.   
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 The magazine showcases the achievements of the Council over the last four years 

and will be supplemented by short videos and additional content on the website.  

 

4.4 The Quarter 2 outturn performance report was presented to Cabinet in December 

which has continued to be refined to accurately reflect the Councils performance.  

Discussions at Cabinet focused on the achievements and highlighting the good 

performance and areas that required improvements, rather than our process of 

collating and publishing the performance report.  Cabinet Members were particularly 

complimentary of a number of service areas that had had positive impacts on our 

communities. 

 

4.5 Policy updates are now updated monthly in Working Together and on Connect.  

The purpose of these is to provide a resource which keeps the organisation abreast 

of legislative requirements, and new or amended national and local policy, 

alongside the implications for our Council.  We welcome any feedback on these 

updates. 

 

4.6 A new programme and project approach is currently being embedded across the 

organisation providing greater oversight of our projects with regular monitoring and 

reporting.  This is being rolled out across all projects with weekly drop in sessions 

for staff who manage projects and subsequent developmental phases planned for 

the future.  The team continues to support a number of programmes of work 

including the HR and IT Operational Programme Boards, and a number of projects, 

including the centenary of the 1918 Armistice events planting of oak trees, as well 

as the implementation of the next phase of Modern.gov (a committee workflow 

system), a number of public realm projects and facilitation of the natural work team 

which has developed the organisations core values.      

 
5. ICT 
 
5.1 Suffolk County Council have replaced the IT Support Management software, which 

when fully implemented will improve the service we receive once we have logged 

an issue or raised an additional request.  Initially we will see a better flow of 

communication, updating users on progress of issues/requests made.  Further 

improvements to come include a degree of customisation to the users self-service 

portal, improved reporting, and greater use of intelligent workflows which will ensure 

that requests made are routed to the right expert quickly.  

 

5.2 The performance of the SCC IT support desk has continued to improve from 

Quarter 2 through to Quarter 3, 669 incidents (issues/problems) and 642 additional 

service requests were raised from Babergh and Mid Suffolk Councils during 

September to November.   During Quarter 3 SCC IT resolved 84% of incidents 

within 7 working days (up 3%), moving towards our target of 90%, and 77% (up 6%) 

of their service requests.   It is envisaged that with greater take-up of the new self-

service portal, response times will continue to improve.   
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5.3 We are working with SCC to decommission the Citrix servers which is the platform 

used to access our Planning and Housing systems.  We have encountered some 

issues which we are working to resolve and exploring other options to access these 

systems more efficiently.   

 

5.4 During the last quarter we have supported the launch of two initiatives underpinned 

by new IT.  Firstly the roll out of Enterprise Workflow which helps us manage 

Planning work in a more automated timely manner.  Secondly the launch of 

Exacom, which allows residents and developers to view information relating to how 

monies are collected and spent on infrastructure projects as a result of planning 

agreements.   

 

5.5 Following feedback from Councillors and our customers we have been working on 

improving our search facility on our website, so that the site returns the most 

appropriate and up to date results.  Following this review, we will shortly be 

upgrading the search facility utilising the Google search engine; visitors to the site 

will see improved results but with the same look and feel as the current site. 

  
6. Conclusion 
 
 We continue to make progress and improve performance across the teams.  Over 

the next couple of months we will be working hard to maintain this performance 

despite some vacancies within the Customer Service and Business Improvement 

teams which we will be advertising.  Our two graduates continue to support work on 

going across these teams including, improving our performance framework and 

working with our frontline team.  We will also be reviewing information related to last 

year’s main billing period to ensure that we are as prepared as possible for the 

significant increase in contact we will receive during March 19.  We also hope to 

welcome a new Corporate Manager to the Customer Services team in February 

following interviews which took place in December.   

 


