
 

 

 

F B McArdle, 
Chief Executive, 

South Derbyshire District Council, 
Civic Offices, Civic Way, 

Swadlincote, Derbyshire DE11 0AH. 
 

www.south-derbys.gov.uk 
@SDDC on Twitter 

 
Please ask for Democratic Services 

Phone (01283) 595722 / 595848 
Typetalk 18001 

DX 23912 Swadlincote 
democraticservices@south-derbys.gov.uk 

 
Our Ref: DS  

Your Ref:  
 

Date: 21 November 2017 
 

 

 

Dear Councillor, 
 
Overview and Scrutiny Committee 
 
A Meeting of the Overview and Scrutiny Committee will be held in the Council Chamber, 
on Wednesday, 29 November 2017 at 18:00.  You are requested to attend. 
 
 
Yours faithfully, 

 
 
 
Chief Executive 
 
 
 
 
 
To:- Conservative Group  

Councillor Swann (Chairman), Councillor Billings (Vice-Chairman) and Councillors 
Atkin, Mrs Coe and Mrs Patten 

 
Labour Group  

 Councillors Bambrick, Dr Pearson and Mrs Stuart 
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AGENDA 

Open to Public and Press 

 
 
1 Apologies.  

2 To receive the Open Minutes of the following Meeting:-  

 Overview and Scrutiny Committee 18th October 2017 Open Minutes 4 - 7 

3 To note any declarations of interest arising from any items on the 

Agenda 

 

4 To receive any questions by members of the public pursuant to 

Council Procedure Rule No.10. 

 

5 To receive any questions by Members of the Council pursuant to 

Council procedure Rule No. 11. 

 

 

6 REVIEW OF APPROACH TO CUSTOMER SERVICES / 

ENGAGEMENT 

 

 Customer Services Scoping Document 8 - 9 

 Customer Service Code of Practice and Standards 10 - 33 

 Customer Care Overview 34 - 34 

7 REVIEW OF AREA FORUMS / SAFER NEIGHBOURHOOD 

MEETINGS (Verbal update) 

 

8 COMMITTEE WORK PROGRAMME 35 - 36 

Exclusion of the Public and Press: 

  
9 The Chairman may therefore move:-  

That in accordance with Section 100 (A)(4) of the Local Government 
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Act 1972 (as amended) the press and public be excluded from the 
remainder of the Meeting as it is likely, in view of the nature of the 
business to be transacted or the nature of the proceedings, that 
there would be disclosed exempt information as defined in the 
paragraph of Part I of the Schedule 12A of the Act indicated in the 
header to each report on the Agenda. 
 

 
 
 

10 To receive any Exempt questions by Members of the Council 

pursuant to Council procedure Rule No. 11. 
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 OPEN 
 

 

 
 

 
OVERVIEW AND SCRUTINY COMMITTEE 

 
18th October 2017 

 
 
 PRESENT:- 
  

Conservative Group 
Councillor Swann (Chairman), Councillor Billings (Vice-Chairman) and 
Councillor Mrs Patten 
 
Labour Group 
Councillors Bambrick and Mrs Stuart  
 
 

OS/19 APOLOGIES 
 

Apologies were received from Councillors Atkin and Mrs Coe (Conservative 
Group) and Councillor Dr Pearson (Labour Group) 

 

OS/20 MINUTES 

 

 The Open Minutes of the Meetings held on 21st June 2017 and 6th September 

2017 were taken as read, approved as a true record and signed by the 

Chairman.  

  

 In relation to Minute No. OS/3, Councillor Bambrick wished for it to be noted 

that he is a Trustee of the Old Post Centre. 

  

OS/21 DECLARATIONS OF INTEREST ARISING FROM ITEMS ON AGENDA 

 

The Committee were informed that no declarations of interest from Members of 
the Council had been received. 

 

OS/22 QUESTIONS RECEIVED BY MEMBERS OF THE PUBLIC PURSUANT TO 

COUNCIL PROCEDURE RULE NO. 10 

 

The Committee were informed that no questions from members of the Public 
had been received. 

 

OS/23 QUESTIONS RECEIVED BY MEMBERS OF THE COUNCIL PURSUANT TO 

COUNCIL PROCEDURE RULE NO. 11 

 

The Committee were informed that no questions from Members of the Council 
had been received. 
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OS/24 UPDATE ON BURTON HOSPITALS AND DERBY TEACHING HOSPITALS 

NHS FOUNDATION TRUST COLLABORATION 

  

 A verbal presentation was delivered by the Chief Executive of Derby Teaching 

Hospitals and the Director of Strategy Burton Hospitals NHS Foundation Trust 

updating Members that the Boards of both Trusts had approved the Outline 

Business Case to deliver a partnership forming one single organisation. The 

benefits to both organisations, engagement of stakeholders including patients, 

and the importance of sustainability were explained in detail to the Committee. 

The process and timescale for implementation was outlined and the 

importance of sustaining services in both Burton and Derby were emphasised. 

  

 Councillor Mrs Patten queried whether members of hospital staff were 

supportive of the partnership and whether this had attracted more employees 

to the organisation. The Chief Executive and Director responded that 

consultations had shown engagement in the process and that by forming a 

larger single organisation, the opportunities for specialisation would be 

increased and potentially attract future employees. 

 

 Some Members raised concerns about communication within a large 

organisation. The Chief Executive and Director addressed these concerns and 

provided examples of departments at both hospitals that already work well 

together. 

 

 The Chairman thanked both representatives and sought clarification on how 

progress would be reported once the merger is complete. Members were 

advised that the completion of a Benefits Realisation Plan and communication 

with stakeholders would assist in monitoring the success of the merger. 

 

 RESOLVED:- 

 

Members noted the presentation.  

 

OS/25 REVIEW OF BULKY HOUSEHOLD WASTE COLLECTIONS, SATURDAY 

MORNING REFUSE FREIGHTER SERVICE AND COMMERCIAL WASTE 

COLLECTION 

 
The Interim Strategic Director made a request that the above report be 
presented in conjunction with Agenda Items 8 and 9 as detailed in the minutes 
below, which was acceptable to the Committee.  
 
The reports were presented highlighting the impact of growth in South 
Derbyshire on service provision. In order to address issues raised, the Director 
suggested that visiting another local authority could provide an opportunity to 
observe how they address similar issues. This suggestion was welcomed by 
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Overview and Scrutiny Committee – 18th October 2017 OPEN 
 

 

 
 

the Committee and the Director was tasked with making the appropriate 
arrangements. 
 
In relation to Appendix D of the report, Councillor Mrs Patten requested 
information on whether there had been an increase in incidents dealt with by 
the clean team. Councillor Bambrick added that provision of historical statistics 
would assist in assessing the service use. The Director offered to circulate the 
requested figures after the Meeting. Members welcomed this and commended 
the work of the clean team. 
  
Councillor Mrs Stuart sought clarification on the process of dealing with council 
tenants who repeatedly litter outside their property. The Direct Services 
Manager advised that such incidents involving council tenants need to be 
reported to the Environmental Health team who would work in conjunction with 
the Housing department to resolve the matter. Persistent offenders could face 
enforcement action. The Chairman highlighted the importance in raising 
awareness of such issues on a wider scale. 
 
Making reference to fly-tipping, Councillor Billings emphasised the importance 
on publicising cases of successful prosecution so that it raised awareness and 
acted as a deterrent. In relation to grounds maintenance services, Councillor 
Billings sought clarification on the use of resources and whether a more 
strategic approach was required in order to address the growth of the District. 
The Director advised that the matter was being addressed. 
 
RESOLVED:- 
 
The Committee noted and discussed the information contained in the 
report and advised Officers of any areas they wished to be referred to 
relevant Committees for consideration. 
 

OS/26 REVIEW OF STREET SCENE SERVICES 

 
The Interim Strategic Director presented this report as detailed above at 
Minute No. OS/25. 
 
RESOLVED:- 
 
The Committee noted and discussed the information contained in the 
report and advised Officers of any areas they wished to be referred to 
relevant Committees for consideration. 

 

OS/27 REVIEW OF THE USE OF STRIMMING AS PART OF THE GROUNDS 

MAINTENANCE SERVICES 

 

The Interim Strategic Director presented this report as detailed above at 
Minute No. OS/25. 
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RESOLVED:- 
 
The Committee noted and discussed the information contained in the 
report and advised Officers of any areas they wished to be referred to 
relevant Committees for consideration. 
 

OS/28 COMMITTEE WORK PROGRAMME 2017-18 

 
RESOLVED:- 
 
That the Committee considered and approved the updated work 
programme. 

 

OS/29 LOCAL GOVERNMENT ACT 1972 AS AMENDED BY THE LOCAL   
GOVERNMENT (ACCESS TO INFORMATION) ACT 1985 

RESOLVED:- 
  

 That, in accordance with Section 100(A)(4) of the Local Government 
 Act 1972 (as amended), the press and public be excluded from the 
 remainder of the Meeting as it would be likely, in view of the nature of 
 the business to be transacted or the nature of the proceedings, that 
 there would be disclosed exempt information as defined in the 
 paragraphs of Part 1 of the Schedule 12A of the Act indicated in 
 brackets after each item. 
 

EXEMPT QUESTIONS FROM MEMBERS OF THE COUNCIL UNDER 
COUNCIL PROCEDURE RULE NO 11 

 
The Committee were informed that no exempt questions from Members 
of the Council had been received. 

  
 The Meeting terminated at 7.25pm. 
 
 
 

COUNCILLOR SWANN  
 
 
 
 

CHAIRMAN 
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Scoping Document 
 

Name of Review:  
Review of Approach to Customer Services/Engagement 
 

 

Terms of reference: To investigate the whether or not there is the 
potential to improve still further on the high standards of customer 
service generally delivered by the Council.  

 

Please provide details of relevant Corporate Plan Themes and Priorities:  
 
To ‘Maintain customer focus’. 

 
 

Key Issues and Aim(s) of the Review 

 
To ensure managers and staff at all levels of the Authority deliver a 
consistently high level of customer service when directly engaging with 
local residents and service users. 

 
 

Why should the review take place now?  
 
In order that the concerns of local residents and elected members in respect 
of customer service issues are addressed and improvements, where deemed 
necessary, are delivered. 

  
 

Potential outcome/s  

 
 

 

What will not be included:  
 

 
 

 

Potential Risks or Limiting Factors:  
 

 
 

Members undertaking the Review (if a sub-group is to be used): 

 
The Overview and Scrutiny Committee 
 

 

Possible co-options:  
 
 

 

Which policy committee(s) does it relate to?  Page 8 of 36
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All Services Committees 
 

 

Key stakeholders/ consultees:  
 

 
 

Potential contributors and research required: 
 
 

 

Potential visits:  
 

 
 

Are there any Budgetary Implications? 
 
Potential saving of resources by dealing more effectively with issues 
correctly in the first instance. 
 

 

Officer support required: 
 
All Directors and Service Managers 
 

 

Period for Review: 
 

 
 

 

Publicity (e.g. of recommendations)  
 

 
 

 

Date Scoping Document Approved: 

 Overview and Scrutiny Committee  

 

Page 9 of 36



Page 10 of 36



Page 11 of 36



Page 12 of 36



Page 13 of 36



Page 14 of 36



Page 15 of 36



Page 16 of 36



Page 17 of 36



Page 18 of 36



Page 19 of 36



Page 20 of 36



Page 21 of 36



Page 22 of 36



Page 23 of 36



Page 24 of 36



Page 25 of 36



Page 26 of 36



Page 27 of 36



Page 28 of 36



Page 29 of 36



Page 30 of 36



Page 31 of 36



Page 32 of 36



Page 33 of 36



Customer Care Training Course Overview 

For Internal SDDC staff and workforce 

Duration: 1 Day  

Aim: 

To provide delegates with increased confidence and awareness of Customer 

Care and how best to deliver this in their role 

Objectives: 

By the end of this training delegates will be able to: 

•  State what is meant by excellent Customer Care 

•  State why South Derbyshire DC is committed to providing excellent 

Customer Care 

•  Be familiar with the Council’s service standards 

•  Describe and practice the appropriate core skills necessary to deliver 

excellent Customer Care 

Content: 

Introductions 

Draw on our own personal experiences of poor and excellent customer service 

Why is SDDC committed to Excellent Customer Care? 

Internal and External Customers 

Quiz on the Council’s standards 

Core skills: 

 Listening 

 Body Language 

 Questioning 

 Writing 

 The telephone 

 Being self-aware 

Quiz 

Resources 

Objectives, Summary and End 
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REPORT TO: 
 

OVERVIEW AND SCRUTINY 
COMMITTEE 

AGENDA ITEM: 8 

 
DATE OF  
MEETING: 
 

 
29th NOVEMBER 2017 

CATEGORY: 
DELEGATED 
 

REPORT FROM: 
 

CHIEF EXECUTIVE  
 

OPEN  
 
 

MEMBERS’ 
CONTACT POINT: 
 

ROOPY PABLA (EXT.5848) 
CHRIS TYLER (EXT.5722) 
 

DOC: 

SUBJECT: COMMITTEE WORK PROGRAMME  
 

REF:  

WARD(S)  
AFFECTED: 

ALL TERMS OF 
REFERENCE: G 

 

 
1.0 Recommendations 
 
1.1 That the Committee considers and approves the updated work programme.  
 
2.0 Purpose of Report 
 
2.1 The Committee is asked to consider the updated work programme.  
 
3.0 Detail 
 
3.1 Attached at Annexe ‘A’ is an updated work programme document. The Committee is 

asked to consider and review the content of this document.  
 
4.0 Financial Implications 
 
4.1 None arising directly from this report. 
 
5.0 Background Papers 
 
5.1 Work Programme. 
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Annexe A

Annexe A

Project 

Responsible Head of Service

21 6 18 29 17 31 21

Annual Report Legal and Democratic Services Manager. 

RIPA Legal & Democratic Services Manager

Setting the Work Programme Director of Finance and Corporate Services

Budget Director of Finance and Corporate Services

Review of Funding to Voluntary & Community 

Sector Organisations 

Director of Community and Planning Services

Review of Area Forums / Safer Neighbourhood 

meetings

Director of Community and Planning Services

Review of Etwall Leisure Centre Contract / 

Community Access

Director of Community and Planning Services

Review of Grounds Maintenance Services Director of Housing and Environmental Services 

Review of Street Scene Services Director of Housing and Environmental Services

Review of Waste Services Director of Housing and Environmental Services

Review of Approach to Customer Services / 

Engagement

Director of Finance and Corporate Services

Recreation facilities in rural villages (Section 

106 contributions)

Director of Community and Planning Services

Review of IT Provision Director of Finance and Corporate Services

Review of Member Training Director of Community and Planning Services / 

Legal and Democratic Services Manager

Review of New Depot Director of Finance and Corporate Services

Key

Report to Committee

Report to Task Group

Apr-18

Verbal Update / Presentation

May-18Mar-18Jan-18Nov-17

Committee Date

Overview & Scrutiny Committee Work Programme 2017/18

Public Meeting

Jun-17 Sep-17 Oct-17
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