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A4 City Council

Overview and Scrutiny Management Committee
2.15pm on Monday 9 September 2019

Room 77, The Guildhall, Alfred Gelder Street, Hull

Present: Councillors Chaytor (Chair), Burton, Dad, Herrera Richmond, Neal, Kirk, McMurray, Nicola, Pritchard, Ross, Wareing
(substituting for Councillor Akbar) and Wilson.

In attendance:
A. Holgate (Committee Services and Scrutiny Manager) and L. Hawkins (Democratic Services Officer).

N. Howbridge (Assistant Director Property and Assets) minute 16, M. Jones (Director of Regeneration), A. Burton (Assistant Director
Streetscene Services) and Malcolm Relph (Head of City Economy) minute 17, . Anderson (Director of Legal and Partnerships)
minutes 18 - 20, R. Cumbers (Head of Social Care) minute 18, L. Buttery (Head of Customer Services) minutes 19-20, and M. Kohler
(Scrutiny Officer) minutes 21 and 22.

Apologies:

Councillors Akbar and Fareham.
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14 | DECLARATIONS OF INTEREST

Councillor Kirk declared an interest in minute 18 insofar as he was a Registered Manager of a residential care home.

15 | MINUTES OF THE MEETING HELD ON 1 JULY 2019

The Committee Services and Scrutiny Manager submitted the minutes of the meeting held on 1 July 2019 for approval.
Recommendations: Reasons for Recommendations: Officer Assigned
That the minutes of the meeting held on 1 July 2019, having N/A Democratic Services
been circulated, be taken as read and correctly recorded and Officer (LH)

be signed by the Chair.

16 | CALL IN REQUEST — GUILDHALL IMPROVEMENT WORKS

Councillors Dad and McCobb submitted a request to call in the decision, of the Portfolio Holder for Economic Investment, Regeneration and
Planning, Land and Property, in relation to the Guildhall Improvement Works.

Recommendation: Reasons for Recommendations: Officer Assigned:
That the item be deferred to a future date to allow the Portfolio | To provide an opportunity for members to put Democratic Services
Holder for Economic Investment, Regeneration and Planning, questions to the decision maker in relation to the | Officer (LH)

Land and Property to attend. decision making process.

17 | BREXIT UPDATE

The Director of Regeneration, the Assistant Director Streetscene Services and the Head of City Economy attended the meeting to provide the
Committee with an update on Brexit related issues.

The Committee was informed that —

i. Local Authorities were required by Government to have a Brexit lead officer;

ii. The Assistant Director Streetscene Services was the Council’s representative on the Humber Local Resilience Forum (LRF);

iii.  The Government had provided local authorities with a list of key requests;

iv.  There was on-going dialogue with Associated British Ports (ABP). It was confirmed that additional hardstanding would be laid at the
port and it had been suggested that this could also be used as an interim park and ride during the A63 improvement works;

V. The LRF had weekly scheduled meetings and as much information as possible was shared;

vi.  Stockpiling had taken place during 2018 and into 2019 however there were some companies that were not in a position to stock pile
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Vii.
viii.

and there had already been some evidence of import related inflation;

There were concerns in relation to storage as some storage was already full with Christmas related stock, and

There were also concerns in relation to behavioural issues in there was a risk that some people would panic buy which would have
a knock on effect of cost pressures to the most vulnerable.

The Committee discussed the following matters —

That a representative from the Bank of England would be attending a conference of the Hull and Humber Chamber of Commerce
and it was suggested that it could be useful to find out the key discussion and messages that came out of the conference;

Whether there were any plans to mitigate the impact of Brexit on the port of Hull. The Director of Regeneration explained that the
ports in Hull and the wider region were private sector owned and there had been no high level of investment. The Council had
developed relationships with the relevant representatives and the traffic modelling was being fed into the LRF;

That unique codes for importers and exporters had been introduced to allow the movement of goods however it had been
recognised that staff needed to be upskilled;

iv.  That the lack of information being provided was impacting on the Council and the city;

V. Whether there were mechanisms in place for making decisions quickly if required. The Director of Regeneration explained that
decisions would only take place within the Council’s existing governance framework. The decisions required by the Council would
be in relation to the Government funding, that had been allocated to respond to Brexit related issues, would be spent;

vi.  That the Committee had previously been informed that the chemicals used in water treatment were imported and members queried
whether any stockpiling had taken place;

vii.  Whether any work had taken place with Humberside Police in relation to community cohesion issues. The Director of Regeneration
had explained that this was an area of awareness for the LRF, and

viii. Whether there was any indication that Europeans were leaving the United Kingdom to return to their home country and whether
there had been any impact on the labour market. The Director of Regeneration explained that there had been some anecdotal
information gathered which indicated that the trend had begun some time ago as a better return in relation to wages in Continental
Europe could be found however individuals were not necessarily returning to their country of origin.
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Recommendation: Reasons for Recommendations: Officer Assigned:

a. That the update be noted.

b. That a further update be provided at the November Head of City Economy
meeting of the Committee.

18 | PURCHASE OF PARK VIEW RESIDENTIAL CARE HOME AND RELATED LANDSCAPING WORKS

(Councillor Kirk declared an interest in the item that follows below insofar as he was a Registered Manager of a care home.)

The Assistant Director of Adult Social Care submitted a report which sought to seek approval to purchase the Park View complex
compromising of three individual bungalows providing facilities for the care of fourteen adults who require nursing or personal care with
learning and/or physical disabilities.

The Head of Social Care explained that the care home had recently been inspected by the Care Quality Commission (CQC) and had been
rated as good. The building was currently owned by the Spice Trust which as an organisation was disposing of the properties it owned rather
than entering into rental agreements. It was essential that the landscaping works took place as currently there was no outdoor area for the
residents to use.

The Committee queried what would happen to the funding that was received by the Spice Trust through the sale of the building. The Director
of Legal Services and Partnerships explained that the Spice Trust would be subsequently wound up on completion of the purchase of the
building by the Council. The Spice Trust was accountable to the Charity Commission and would be required to transfer the funding to a
charitable organisation with similar aims.

Recommendations: Reasons for Recommendations: Officer Assigned:

That the Committee supports the recommendations as set at As set out at paragraphs 3.1 to 3.2 of the report. | Richard Cumbers
paragraphs 2.1 to 2.2 of the report.

19 | AUTHORISATION OF CAPITAL WORKS AT THE PRIORY WOOD CEMTERY

The Assistant Director of Customer Services and Transformational Change submitted a report which sought the Committees comments and
views on the proposal to seek approval to tender a contract or contracts to carry out the development of a new burial area on existing land
within the Priory Wood Cemetery including drainage, landscaping, laying new paths and highways works.

The Head of Customer Services explained that the site currently suffered from surface water and drainage issues. The budget for the capital
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works were approved in February 2019 within the Council’s budget. It would be beneficial to undertake the works before the winter months.

The Committee queried whether it was likely that the planning permission would be granted and expressed concern at the length of time it
had taken for the works to be progressed. The Head of Customer Services explained that the Council had submitted the application and had
attended a pre-planning meeting. It could take up to eight to 10 weeks for a planning application to be approved. The work could commence
as soon as the planning approval was received.

Recommendations: Reasons for Recommendations: Officer Assigned:
That the Committee supports the recommendations as outlined | As outlined at paragraphs 3.1 to 3.5 of the Head of Customer
at paragraphs 2.1 to 2.4 of the report. report. Services

20 | CONTACT CENTRE PERFORMANCE

The Assistant Director of Customer Services and Transformational Change submitted a briefing note which provided the Committee with an
update on the current performance of the contact centre and also outlined measures undertaken by Civica Ltd to improve call waiting times
and quality of call handling.

The Head of Customer Services explained that —

i. The current performance in relation to call waiting times was not acceptable and was being addressed;

ii. There were a number of factors that had impacted on the performance of the contact centre which included a number of experienced
staff having left the company, existing staff had been transferred to other contacts that the company had taken on, there had been a
significant increase in calls which had not been anticipated, and new systems had been introduced which required a bedding in period,
and

iii. That the council had been assured by Civica that a transformation plan had been developed which aimed to improve performance.
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The Committee discussed the following matters —

vi.

Vii.

viii.

That members were of the opinion that the performance of the contact centre was completely unacceptable and that penalties should
be introduced;

. That the performance of the call centre was a reputational issue for the Council. It was acknowledged that residents did not know that

the contact centre was delivered by an external company;

iii. That the increase in calls should have been anticipated and plans should have been put in place to mitigate the effects;
. That it appeared from the performance figures provided that the company was attempting to shift its operating model with a move

towards contact via email and social media and members were of the opinion that customers should not be expected to change their
behaviour;

That the volume of calls received indicated that the telephone was the preferred access channel for the majority of residents;
Whether Civica was undertaking any quality assurance in relation to the way calls were dealt with. The Head of Customer Services
explained that quality assurance was part of the transformation programme. The management structure had also been changed and
there was now a focus on quality. The Council reviewed 100 calls a month to identify failures in service delivery;

That members were of the opinion that the out of hours service was not currently acceptable as it did not meet the needs of its
customers;

Whether the figures relating to number of callers who hung up the phone before their call was answered was available. The Head of
Customer Services explained that the number of abandoned calls was recorded. It was not possible to determine the reasons for
abandoned calls however it was possible to make assumptions. The reasons for abandonment included customers who had listened
to a recorded message and had been directed to another channel. The Council had asked Civica to provide information about repeat
calls but it was not yet possible to provide that information;

. Whether there was more detailed information about customer satisfaction available as members were concerned that the performance

target had not been met in over a year. The Head of Customer Services explained that customers were asked to complete a survey
after their telephone call had ended. It was confirmed that People and Communities Overview and Scrutiny Commission received
more detailed information about customer satisfaction which was broken down to service areas and the reasons why customers had
been unhappy with the service they had received, and

Whether Civica had given an indication of when improvement in service delivery would be evident. The Head of Customer Services
explained that the company had submitted its transformation programme to the Council and it was expected that the performance
would be improved by November 2019.
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xi. Members went on to discuss the contract and how it was being managed. The Town Clerk explained that the Council was responding
to the issues in relation to the performance of the contact centre and a light touch approach was not being taken.

Members queried whether a call back service could be introduced so that customers did not have to wait on the telephone for their call to be
answered. The Head of Customer Services explained that the current system did not have a call back function and there would be a
significant cost associated to installing such a system however it could be discussed with Civica as an area for possible development in the
future.

Recommendations: Reasons for Recommendations: Officer Assigned:

a. That the briefing note be noted.

b. That a further update on the Contact Centre The Committee wishes to closely monitor the Head of Customer
performance be submitted to the December meeting of | performance of the Contact Centre given that the | Services
this Committee. targets are not currently being met. The

Company has made a commitment to improve
the performance of the Contact Centre by
November 2019 and the Committee requires
reassurance that the transformation programme
that has been introduced is effective.

21 | FINAL REPORT OF THE SECURITY IN THE CITY’S PARKS TASK AND FINISH PANEL

The Deputy Chief Executive submitted a report which invited the Committee to endorse the Task and Finish Panel Report and the associated
recommendations before referring it to Cabinet for endorsement and implementation.

The Scrutiny Officer advised the Committee that the recommendation of the panel in relation to providing a dedicated phone line for reporting
was not being pursued currently however the recommendation would be reviewed in six months time.

OFFICIAL
Page 7




OFFICIAL

A discussion took place around the locking up and opening of parks and whether it was viable for local residents to take on the responsibility.
The Scrutiny Offer explained that this issue was currently being looked at.

The Committee thanked the officer for a full and detailed report.

Recommendations: Reasons for Recommendations: Officer Assigned:

a. That the Committee supports Option 1 and endorses the | As detailed at paragraph 3.1 of the report. Scrutiny Officer (MK)
Task and Finish Panel Report, and associated
recommendations, with a view to improving the security
arrangements and reporting mechanisms within the
city’s parks.

b. That the Task and Finish Panel Report and As above. Scrutiny Officer (MK)
recommendations are referred to Cabinet for
endorsement and implementation.

c. That responsibility for monitoring the delivery of the Task | As above. Scrutiny Officer (MK)
and Finish Panel recommendations is delegated to the
People and Communities Overview and Scrutiny
Commission with a view to ensuring the
recommendations are implemented in an effective and
timely manner.

22 | YOUNG PEOPLE’S ENGAGEMENT IN OVERVIEW AND SCRUTINY PROCESS

The Committee and Scrutiny Manager submitted a report which informed the Committee of the proposals being developed within the Early
Support and Lifelong Learning Overview and Scrutiny Commission to engage young people in the Overview and Scrutiny process.

The Committee Services and Scrutiny Manager explained that the proposals had not been attempted within the service before. The Early
Support and Lifelong Learning Overview and Scrutiny Commission felt that there was merit in gaining the views of young people and for
young people to shape their own involvement in the scrutiny process.
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The Committee discussed the following matters -

i. That young people had been involved in Apprenticeship related reports that had been submitted to the Investment and Economy
Overview and Scrutiny Commission;

ii. That the report outlined examples of best practice, and
iii. That young people would be involved in scrutiny in a thematic way.

Recommendations: Reasons for Recommendations: Officer Assigned:
a. That the Committee supports the proposals for young To explore how young people can be engaged
people engagement as set out within the report; within the scrutiny process.

b. That a report is produced and submitted to the
Committee at the end of the municipal year in relation to
the outcomes and added value of engaging young
people in the Early Support and Lifelong Learning
Overview and Scrutiny Commission, and

c. That if successful, further consideration is given by the
Committee to the potential of widening the scope of the
engagement of young people in scrutiny as a whole,
subject to areas of interest.

23 | REFERRALS

The Committee and Scrutiny Manager submitted a list of issues which had been referred to the Committee from other Council Committees
and Commissions.
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Recommendations:

Reasons for Recommendations:

Officer Assigned:

a. Thatin relation to Wyke Area Committee minute 21(e) As per the minute. Democratic Services
the Committee is informed that the issue will not be Officer (NS)
referred to the Energy and Infrastructure Overview and
Scrutiny as there is insufficient evidence to warrant a
review of the policy on speed restrictions.

b. That in relation to West Area Committee minute 10 the Further information is required for the Committee | Democratic Services
Committee is asked to provide further information in to determine whether the issue should be added | Officer (DG)
relation to the request for Air Quality to be added to the | to the work programme of the Commission.

Infrastructure and Energy Overview and Scrutiny
Commission.

c. That in relation to Council minute 51 the Committee As per the minute. Committee Services and
notes that the issues raised in the motion would be Scrutiny Manager
considered as part of the Review of Scrutiny Working
Party.

d. That in relation to Council minute 47 a report is As per the minute. Committee Services and
submitted to a future meeting of this Committee which Scrutiny Manager
addresses the issues that have been raised in relation to
the realignment of ward budgets.

e. That Finance and Value for Money Overview and The issues raised within the referral fall within Scrutiny Officer (MK)

Scrutiny Commission minute 29(b) be referred to the
People and Communities Overview and Scrutiny
Commission.

the remit of the People and Communities
Overview and Scrutiny Commission.
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24 | NOTICE OF KEY DECISION REPORT

The Committee and Scrutiny Manager submitted a report that requested the Committee to consider the scrutiny involvement of new entries in
the Forward Plan.

Recommendations: Reasons for Recommendations: Officer Assigned:

a. That the Contract for Liquid fuel is not subject to pre-
decision scrutiny.

b. That the Disposal of Surplus Operational Property is To provide an opportunity for pre-decision Assistant Director of
considered by the Finance and Value for Money scrutiny. Property and Assets
Overview and Scrutiny Commission. (NH)/ Scrutiny Officer

(FH)

c. That the Engineering Professional Services Framework | To provide an opportunity for pre-decision Programme Manager
is considered by the Finance and Value for Money scrutiny. (GC)/ Scrutiny Officer
Overview and Scrutiny Commission. (FH)

d. That the Draft Public Library Strategy is considered by To provide an opportunity for pre-decision Director of Library
the People and Communities Overview and Scrutiny scrutiny. Services (MA)
Commission.

e. That the Windows 10 Upgrade Project is considered by | To provide an opportunity for pre-decision Principal ICT Officer
the Finance and Value for Money Overview and Scrutiny | scrutiny. (AD)/Scrutiny Officer
Commission. (FH)

f. That the Smart City Platform is considered by the To provide an opportunity for pre-decision Head of ICT Digital
Finance and Value for Money Overview and Scrutiny Strategy and
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Commission.

scrutiny.

Development
(GV)/Scrutiny Officer
(FH)

25 | ADJOURMENT

It was agreed that the meeting would be adjourned to allow Councillor Hale to attend for the call-in of the Guildhall Improvement Works

decision at the earliest opportunity.
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