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2010 ROTHERHAM LTD

MINUTES OF SPECIAL SUSTAINABLE COMMUNITIES COMMITTEE MEETING 
HELD ON 30TH MAY 2008 AT 10:00 AM IN THE

DENNIS ALDERSON SUITE, ROTHER FED
Committee Directors:
Cllr Jane Austen (JA)






Liz Booth (LB)





Cllr Barry Dodson (BD)

In Attendance: 

Sneh Soni (SS)




Laura Hunt (LH) –un Minutes
	Item No.
	
	Action Log Reference

	
	Governance 
	

	
	
	

	1.
	Apologies for Absence
	

	
	
	

	
	Phil Rees (PR), Mary Jacques (MJ),  Almas Abbasi (AA)
	

	
	
	

	2.
	Minutes of the Sustainable Communities Committee Meeting held on 21st May 2008
	

	
	
	

	
	These minutes to be approved and signed at the next ordinary Sustainable Communities Committee meeting on 18 June 2008.
	

	
	
	

	3.
	Matters Arising & Action Log
	

	
	
	

	
	This item to be discussed at the next ordinary Sustainable Communities Committee meeting on 18 June 2008.

	

	
	
	

	4.
	Declarations of Interest
	

	
	
	

	
	None received.
	

	
	
	

	
	Items for Decision
	

	
	
	

	5.
	Equalities and Diversity
	

	
	
	

	
	This item to be taken when Mr Abbasi was available to attend and as the first discussion item on the agenda
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	6.
	Strategies
	

	
	5.1  Customer Feedback Procedure, incorporating the Complaints Procedure

	

	
	Following the feedback received at the last Sustainable Communities Committee meeting on 21st May 2008 regarding the procedure, it was agreed that Sneh Soni and Paul Webb would redraft the document, incorporating the changes discussed, including reverting back to the status quo with regard to the constitution of the Stage 3 appeal panel.

	

	
	The procedure was discussed in detail and the following amendments/suggestions made:-
Page 3 – Members requested a copy of the Councillors’ enquiries procedure.  SS to arrange for this to be sent out.
Page 7 – The bullet points are to be amended in order to read more fluid.

Page 13 – Members raised concern regarding bullet point number 3 which allows Neighbourhood Champions to investigate Stage 1 complaints.  The Members strongly disagreed with this.  Members requested more information regarding which tier of staffing deals with complaints and what those members of staff’s roles are – clarity needed.  

Informal Complaint – This to be dealt with informally by a Neighbourhood Champion or someone of a similar grade within the service.

Stage 1 – It was recommended that Neighbourhood Managers/ ANIM/Service Managers have responsibility for sending out correct correspondence at Stage 1 level and for taking the overall responsibility for the Stage 1 process.

Stage 2 – It was recommended that Assistant Directors have responsibility for sending out the correct correspondence at Stage 2 level and for taking the overall responsibility for the Stage 2 process.
Stage 3 – Appeal.  It was recommended that a Director assesses the initial part of the Stage 3 process and takes over the overall responsibility for the Stage 3 process.

Page 15 – appeals panel.  It was recommended that the appeals panel includes 3 panel members.  2 x members of the 2010 Board, ideally from the Sustainable Communities Committee and 1 x Councillor, ideally from the Sustainable Communities Scrutiny Panel (RMBC).  The Councillor, however, should abide by the Councillor’s Code of Conduct.
In attendance at the appeals panel – it was recommended that this is comprised of:-

· Representative from legal services;

· Customer Services Officer, who will act as clerk;

· Officer/Manager from relevant service to attend to present the case for 2010 Rotherham Ltd;

· Customers or their representatives;

· Witnesses.

Page 16 – conduct of the meeting.  Delete final bullet point (number 6) and replace with:-

“The Customer(s), Services Officer(s) and Witnesses will leave the meeting whilst the panel make their decision”.

The Members recommended that the Clerk to the Panel will write out to the customer of their decision with 5 working days and not 10 as stated.  In addition, at the end of the sentence, “with advice from legal” to be inserted.
Confidentiality - The Members recommended that something is added within the procedure to state that staff and panel member will maintain absolute confidentiality throughout the complaints process.  It was noted however that as the procedure focuses on “Learning from Customers”, it was noted that certain details about the complaint will need to be divulged.  This to be done on a general basis with the omission of any personal details.

Generally – The Members requested a 2 hour training session to discuss the thrust of the new policy, how this will work, where people will fit into it and what it means for them.
The Members queried the outcomes of Stage 3.  It was advised that these are passed onto the Performance Committee, but Members queried as to how they are reported to Cabinet Member/RMBC.

Cllr Dodson specifically requested an explanation about the issues of confidentiality and the sharing of information amongst Councillors.  Cllr Dodson gave an example of when a 2010 staff employee would not share information with him about a specific case.  The Members requested clarity on what can and cannot be shared with staff and Councillors, and queried as to whether there were any confidentiality rules in place.

An in-depth discussion took place regarding the responsibility aspect of the panel and the Chair requested that 2010 provide a summary of why the Customer Feedback Procedure gives responsibility at Stage 1 to 3 to different levels of staff, and the committee’s arguments as to why the procedure should stay in its current format.

This summary is to presented by the Chair to the Board Meeting on 5 June 2008 for a decision on the procedure.
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	Items for Information
	

	
	
	

	 
	Not discussed.


	


Signed as a true and accurate record.

…………………………… (Chair)


Date:……………………………………
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Minutes of the Sustainable Communities Committee Meeting held on 30th  May 2008

