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TUESDAY 05 MARCH 2013 AT 7.30 PM

BULBOURNE ROOM, CIVIC CENTRE, HEMEL HEMPSTEAD

The Councillors listed below are requested to attend the above meeting, on the day 
and at the time and place stated, to consider the business set out in this agenda.

Cllr Adeleke Cllr Organ
Cllr Ayling Cllr G Sutton (Chairman)
Cllr Clark Cllr Taylor
Cllr Collins Cllr Townsend
Cllr Doole Vacancy
Cllr Marshall Cllr W Wyatt - Lowe

(Substitute Members:  Cllrs Anderson, Elliot, Flint, Harris, McKay)

For further information, please contact Louise Collins on Tel: 01442 228 633, Fax: 
01442 228264, e-mail:  louise.collins@dacorum.gov.uk.  Information about the 
Council can also be found on our web-site: www.dacorum.gov.uk

PART I

Item No. Page No.

1. Minutes 2
2. Apologies for Absence 2
3. Declarations of Interest 2
4. Public Participation 2
5. Consideration of any matter referred to the Committee in 2

relation to Call-in
6.            Shared and Outsourced Services Update – Customer  3

Service Centre and Gateway Contract (CSCG)
7. Exclusion of the public  12

Appendix A Work Programme of the Finance & Resources  13
Overview & Scrutiny Committee 2013/14

*                    *                    *

FINANCE & RESOURCES 
OVERVIEW AND SCRUTINY COMMITTEE

AGENDA

mailto:louise.collins@dacorum.gov.uk
http://www.dacorum.gov.uk/
http://www.dacorum.gov.uk/
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1. MINUTES

To confirm the minutes of the meetings held on 16 January 2013, 30 January 
2013 and 5 February 2013.

2. APOLOGIES FOR ABSENCE

To receive any apologies for absence.

3. DECLARATIONS OF INTEREST

To receive any declarations of interest

A member with a disclosable pecuniary interest or a personal interest in a 
matter who attends a meeting of the authority at which the matter is 
considered -

(i) must disclose the interest at the start of the meeting or when the 
interest becomes apparent

and, if the interest is a disclosable pecuniary interest, or a personal 
interest which is also prejudicial

(ii) may not participate in any discussion or vote on the matter (and 
must withdraw to the public seating area) unless they have been 
granted a dispensation.

A member who discloses at a meeting a disclosable pecuniary interest which 
is not registered in the Members’ Register of Interests, or is not the subject of 
a pending notification, must notify the Monitoring Officer of the interest within 
28 days of the disclosure.

Disclosable pecuniary interests, personal and prejudicial interests are defined 
in Part 2 of the Code of Conduct For Members

[If a member is in any doubt as to whether they have an interest which should 
be declared they should seek the advice of the Monitoring Officer before the 
start of the meeting] 

4. PUBLIC PARTICIPATION

An opportunity for members of the public to make statements or ask 
questions in accordance with the rules as to public participation.

5. CONSIDERATION OF ANY MATTER REFERRED TO THE COMMITTEE IN 
RELATION TO CALL-IN

None.
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.

Report for: Finance and Resources Overview & Scrutiny Committee

Date of meeting: 5th March 2013

PART: 1

If Part II, reason:

Title of report: Shared and Outsourced Services Update – Customer Service 
Centre and Gateway Contract (CSCG) 

Contact: Cllr Neil Harden: Portfolio Holder for Residents & Regulatory
Services
Responsible Officer: David Gill - Group Manager, 
Partnerships, Policy and Communications
Janice Milsom – Assistant Director,                                                                               
Strategy and Transformation

Purpose of report: To give Members:
a) a final briefing on progress with the Customer Service Centre 

and Gateway project prior to the report to Cabinet, which will 
be made on 26th March 2013

b) to invite scrutiny of the project and process to this stage. 

Recommendations That Members:
a) note progress on the Customer Service Centre and Gateway 

project, and 
b) make comment on the project progress and process

Corporate objectives: Supporting the ‘Dacorum Delivers’ strategic change programme

Implications: Financial
The ITT targets stated that the supplier should invest in service 
modernisation and deliver a minimum of £280,000 operational 
savings, with a value for money review (VfM) conducted after the first 
three years of the contract to ensure the future financial sustainability 
of the project.
There will be financial implications for the remainder of the 
organisation should the service be outsourced. The CSU is allocated 
recharge costs in the region of £390,000 for 2013/14 which would 
need reallocation across the rest of the Council. 
There would need to be consideration of restructuring to facilitate a 
‘client side’ management of any outsourced CSU service. This would 
need to be factored into the support costs for the Council, in the 
event that Cabinet decides to outsource the service.

AGENDA ITEM:  6

SUMMARY
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Value for Money
Current central government legislation has identified that local 
authorities should seek to provide value for money for citizens by 
exploring partnership arrangements to deliver services. 

Risk Implications A risk assessment of the CSCG project has been undertaken and 
reported on to the Overview and Scrutiny Committee.  A summary of 
the high risk elements of the project is noted at the end of this report.

Equalities Implications An Equality Impact Assessment has been completed. This is 
summarised within the body of this report and will be used to inform 
the Cabinet recommendation.

Health And Safety 
Implications

Whilst the project is internal there are no immediate health and 
safety issues. If the project leads to transfer of staff the health and 
safety implications will be incorporated into transfer documentation.

Consultees: A corporate multi-disciplinary project team has been developing the 
CSCG project. In addition Customer Services staff have been 
engaged through regular staff meetings and the Staff Reference 
Group.  Unison has also been consulted fortnightly.

Background papers:  Cabinet 24/5/11 – Shared and Outsourced Services Project

 Cabinet 13/9/11 – Web and Customer Access Strategy

 Finance and Resources OSC 4 September 2012 – “Shared and 
Outsourced Services Update - Customer Service Centre and 
Gateway Project”

 Finance and Resources OSC 30 October 2012 - “Shared and 
Outsourced Services Update - Customer Service Centre and 
Gateway Project”

 Finance and Resources OSC 30 January 2013 “Shared and 
Outsourced Services Update - Customer Service Centre and 
Gateway Project”

Glossary of acronyms 
and any other 
abbreviations used in 
this report:

CSCG – Customer Service Centre and Gateway project
CSU     - Customer Service Unit
ITT        – Invitation to Tender
CRM      – Customer Relationship Management System

1 Background
1.1 At the Cabinet meeting on 24th May 2011, a decision was made to move 

forward on the shared and outsourced services project which included the 
Customer Services Unit. The resulting procurement process resulted in an 
Invitation to Tender (ITT) being released to the market on 30th October 2012.

1.2 Finance and Resources Overview and Scrutiny Committee have been 
monitoring and scrutinising progress on the Customer Service Centre and 
Gateway project.

1.3 The Customer Service Unit (CSU) is the Council’s first point of contact for 
260,000 callers and 65,000 face to face visitors each year. 
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1.4 A multi-disciplinary project group: a) developed the ITT document,                    
b) undertook evaluation and clarification of areas that needed further 
understanding and, c) attended site visits to test the validity of statements 
made in the submissions.

2 The Journey
A brief description of the background and development of the Customer Service 
Centre and Gateway Project follows below.

3 Key Factors in the Project
3.1 - Timescales 
• May 2011 – Cabinet approved a ‘strategic partnering’ approach including the 

CSU in its corporate programme of shared and outsourced services 
• February 2012 - A Pre Qualification Questionnaire (PQQ) released to gauge 

interest in the project. Fourteen ‘Expressions of Interest’ were received
• April 2012 – Expressions of Interest were marked against the project criteria 

and shortlisted to 5 bidders
• May to August 2012 – Project development, identifying key elements and 

understanding aspects that were particularly important to DBC. Improvement 
projects developed

• July 2012 -  Open day for the bidders was undertaken to share more 
information about the Council’s aspirations for the CSU

• October 2012 – Release of Invitation To Tender  (ITT) to the market
• December  21st -  Closing date for bids
• January 2013 – Bid evaluation undertaken by corporate Council team 
• March 26th 2013 – Cabinet Decision on the future provision of the service
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3.2  - Cost Reductions and Service Improvements
• The ITT states cost reductions are required, a minimum of £280,000 over four 

years, with the majority of savings within the first 18 months of the contract
• The project requires investment into the service. Savings must be ‘cashable’, 

i.e: after any investment in service improvements 
• Improvement projects include Customer Relationship Management (CRM) 

system and  ‘channel shift’ to other methods of contact
• An aim is to develop a better understanding of customer needs through the 

use of data and intelligence to improve the Council’s future service planning.
• More self-service ‘in person’ centres across Dacorum to support those that do 

not have domestic IT access or who need assistance in transactions

3.3  - Features of the Project to date
• Engagement of an experienced Customer Service Practitioner to advise on 

the project and help develop the service
• Procurement of in-depth commercial legal advice for the project. The contract 

is designed to be a model for future Council projects
• An understanding of the improvement projects through consultation with 

stakeholders and informed by the CSU rapid improvement projects 
• Developed understanding of the demographics and needs of the service 

through analysis of volumetrics and trends, failure demand and contacts 
• Involvement of Unison representatives through regular meetings. Worked 

closely with a Staff Reference Group to keep staff engaged and involved
• Undertaken Risk Workshops
• An equalities assessment undertaken to ensure the tendered service meets 

the customer requirements

4. Corporate Project Milestones
The project has been set a number of criteria by which we can assess its 
success. Cabinet requested:

a. To conduct a tendering exercise of the Customer Service Centre and 
Gateway. This has been achieved through undertaking a robust 
procurement exercise which has resulted in bid compliance in line with 
the set evaluation criteria

b. That there should not be an ‘in house’ bid for the service. Staff have 
been engaged and involved in developing a thorough and 
comprehensive Invitation to Tender for the service rather than 
concentrating on developing an internal bid

c. Continuous improvement in the service. During the period of this 
project the service has trialled a number of improvements including an 
‘issues log’, development of Service Level Agreements, a Triage 
arrangement for meeting and directing customers, a telephony review,  



7

improvements to Voicemail and a refreshed Customer Service 
Promise. 

5 Equalities Impact Assessment
This impact assessment deals with the equality implications of the service 
being provided as specified within the tender documentation: 
• proposals for channel shift
• proposals for an enhanced customer insight function and Customer 

Relationship Management (CRM) system
• decisions over who will provide the service
A separate impact assessment has been carried out on the general impact of 
each proposed change.   

Key Points
a) The Specific Demographic Considerations or Characteristics
These are likely to be groups with multiple or complex needs (e.g. people with 
disabilities, including sensory and learning disabilities, mental health issues; 
older or infirm people; people with poor language skills).  Many such groups 
also benefit from face to face services which allow them to address a number 
of issues in a single visit and to be supported by the Customer Service Centre 
staff.
It will be important to ensure the remaining face-to-face operation retains 
sufficient capacity to support those who need to use it.  Also, to ensure that 
online and written documentation is appropriate for all groups who might use 
it. It is proposed to involve the community in revising customer documentation 
and mitigation measures will include specification that reviews are carried out 
by groups representative of all Dacorum’s communities.
b) Enhanced CRM and customer insight:
The ability to store customers’ information and profile their needs will allow for 
better specific provision for vulnerable groups.  
The tender ensures that attention is paid to the structures within which 
information is stored so that the Council can use this information to support 
joint work with other agencies in order to provide coordinated support for 
vulnerable groups.
The links between the proposed customer insight function and EDRMS must 
ensure that any indexing system for EDRMS is closely coordinated with the 
proposed customer insight function.

c) Decisions over who will provide the service
The tender emphasises the importance of any supplier as being expert in 
working with vulnerable groups. This will allow the supplier and DBC to 
leverage voluntary sector expertise.  However, measures will need to be 
taken to ensure that an understanding of the needs of vulnerable groups is 
embedded within the supplier’s mainstream operation.  
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There will be a strong commitment to partnership working which may mitigate 
some of the risks by allowing the Council to ensure that protection for 
vulnerable groups remains embedded within the Customer Services 
operation.  This commitment to partnership working should also mitigate the 
risk of decreased coordination between front and back office services should 
customer services be outsourced.

d) What steps have been taken or planned to consult the whole community 
or specific groups affected by the service or policy development e.g. on-
line consultation, focus groups, consultation with representative groups?  

The general public were consulted about issues relating to customer access 
through three full days of public consultation.  Specific focus groups on 
access issues were carried out with vulnerable residents, such as blind 
residents and residents with mobility issues.  Past consultation with 
community organisations representing ethnic and faith groups, residents with 
learning disabilities, and Deaf residents, also fed into this impact assessment.

6. Proposed Governance Framework
The ITT document requested robust governance arrangements for the 
contractual arrangement. The Cabinet recommendation will also include the 
proposed appointment of a commercial contract manager, employed by the 
Council, should the decision be to outsource. This post would initially 
concentrate on the CSCG contract but would have the remit to manage other 
corporate contracts and tenders, as required.

Within the tender documents received there is clear evidence of a very robust  
governance framework for partnership working across the Council. 

7. Other Aspects of the Work to date
7.1 Since the last Scrutiny meeting in January progress has continued on the 

project:
o Tender evaluation has been completed
o Numerous clarification questions were tabled and answered
o Site visits have been undertaken
o The Equalities Impact Assessment has been completed
o Further consultative meetings with Unison have been held

7.2 Further Risk Assessment work has been undertaken. Those risks 
identified as still being of high risk to the Council are identified. Following 
re-evaluation of the register some of the risks presented to Scrutiny in 
January had already been reduced leaving only very few high risks. 

7.3 Business process re-engineering across the Council remains a key 
theme and is reflected in the general risk register. There are a 
considerable number of ‘interdependencies’ between the performance of 
the Customer Service Unit and the rest of the organisation and these will 
need to be managed carefully to ensure the Council’s aims and 
objectives are achieved.
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8. Concluding Comments
This is the final report to the Scrutiny Committee prior to the Cabinet’s 
consideration on March 26th. The report is tabled as re-assurance to Members 
that a thorough process has been undertaken which will result in a 
recommendation to the Cabinet. The role of Scrutiny Committee Members in 
this process has been essential to ensure that:

 The process that was followed has been robust
 That the project team gave sufficient consideration to all aspects of 

the project, including feedback from staff, officers, trade unions 
and Members

 That a comprehensive Invitation to Tender was produced
 That an equalities impact assessment has been produced
 That sufficient attention has been given to risk analysis
 That Members have had opportunity to comment on the project

Members are asked to note and comment on the project and this report.
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Customer Service Centre Gateway Project
PROJECT RISK ASSESSMENT – REVIEW OF HIGH LEVEL RISKS (V1.4)

Key to abbreviations:
FIMR Financial; Infrastructure; Market;  Reputation CRM Customer Relationship Management System
TTTT Tolerate, Treat, Transfer or Terminate Risk CMT Corporate Management Team
GM Group Manager CSU Customer Service Unit
AD  Assistant Director CSC Customer Service Centre
CM Contract Manager (To be appointed) ITT Invitation to Tender
API Application Programming Interface
SD Plan The CSU Service Delivery Plan 2013 – 2017 (A detailed Service Plan has been developed using the outcomes required by the ITT. It sets out 

details of how the Council will deliver the service in the future. This has been signed off by the Portfolio Holder, Corporate Director and Assistant 
Director of Finance)

Risk Consequence H.
M
L

Catego
ry
(FIMR)

W
ho

TTTT Controls / Actions

Financial/Economic Risks
8 Outsource partners costs 

are more than expected
 Negative impact on Council 

resources
 Budgetary pressures

H Financi
al

AD Term
inate

 Detailed analysis of bid by Finance team
 Do not award if risk cannot be managed
 Commercial contract manager employed to 

manage contract performance, including costs 
and prevent cost escalation

10 Redundancy pay out within 
1st year of contract due to 
channel shift

 Council incurs high redundancy 
costs

H Financi
al

AD Toler
ate

 Identified and considered within the financial 
analysis work undertaken on the costs of 
outsourcing

29 If kept in-house CSU does 
not get the investment 
(finance and human) to 
improve

 Customer service deteriorates
 Efficiencies not realised
 Budget not balanced

H Financi
al

AD Toler
ate

 Provisional Capital Strategy bids submitted to 
cover 2 key projects – CRM and Channel Shift

 CSU SD Plan identifies required improvements 
with timescales

 2013/14 budget would need to be reviewed post 
decision

February 
2013
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Customer Related Risks
62 Loss of control of links with 

– customer 
service/community/ insight

H Reputat
ion

AD Toler
ate

 Detailed customer insight role and methodology 
specified in ITT which will help develop better 
links with customers and customer data

 Performance Management Framework will be in 
place

Technological, Web Development and Channel Shift Risks
64 Move to implement 

channel shift is not 
properly managed and 
customers cannot access 
the CSU as required

 Poor quality service for 
customers

 Channel shift does not occur
 Savings not realised

H Infrastr
ucture

AD Treat  Web improvement plan in place
 Web Strategy being developed
 ITT states specific channel shift aspirations and  

targets and DBC services aware of their roles in 
achieving these

65 Web development does 
not achieve required 
improvements in service 
delivery

 Channel Shift not developed
 Contractor organization cannot 

achieve acceptable performance 
levels

 Poor service levels for customers
 Increased costs to Council

H Market  
/ 
Reputat
ion/Infr
astruct
ure/
Financi
al

AD Treat  Web improvement plan in place
 We content officers in place and trained
 CSU Performance Management Framework 

tracks service delivery standards

68 Lack of ownership e.g. 
liability of systems 
support– particularly if 
CSU ICT is also 
outsourced. 

 Poor issue resolution
 Poor system integration
 Poor service to customers
 Financial savings not realised

H Infrastr
ucture

AD Treat  Robust contract management required
 Specialist ICT team to evaluate ITT bids
 ITT states current CSU and Council IVCT 

systems and information asked for on API’s.

Service Delivery Risks
74 Back office staff do not 

recognise changes to CSU 
service delivery

 No change in service behaviours
 Financial penalties
 Lack of progress with change 

initiatives

H Financi
al

AD Treat  Senior leadership promote corporate approach
 Governance framework ensures constant 

communication with services
 Avoidable Contact programme being developed
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7. EXCLUSION OF THE PUBLIC

To consider passing a resolution in the following terms:

That, under s.100A (4) of the Local Government Act 1972 Schedule 12A Part 1 as amended 
by the Local Government (Access to Information) (Variation) Order 2006 the public be 
excluded during the item in Part II of the Agenda for this meeting, because it is likely, in view 
of the nature of the business to be transacted, that if members of the public were present 
during this item there would be disclosure to them of exempt information relating to:
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Appendix A
FINANCE AND RESOURCES: Overview & Scrutiny Committees: Work Programmes 2013/14

4 June 2013 21 May 2013 Quarter 4 Risk Management 
Report 2013/14

PM Linda Dargue, Insurance & Risk Manager

Quarter 4 Performance & 
Operational Risk Register 
Reports 

PM S Baker, Assistant Director – Legal, 
Democratic & Regulatory Services 

J Milsom, Assistant Director Strategy & 
Transformation, Community & Organisation.

J Deane, Assistant Director, Finance & 
Resources. 

Quarter 4 Provisional Financial 
Outturn Report 2013/14

PM James Deane, Assistant Director, Finance & 
Resources

Quarter 4 Licensing Report PM M Brookes, Group Manager – Legal 
Governance 

Community Infrastructure Levy PM Chris Taylor To consider the 
next steps for the 
introduction of 
Community 
Infrastructure Levy 
for Dacorum. 

Shared and Outsourced 
Update Report – Customer 
Service Centre Gateway

SC D Gill, Group Manager – Partnerships & 
Citizen Insight
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2 July 2013 19 June 2013 Shared and Outsourced 
Update Report – Customer 
Service Centre Gateway

SC D Gill, Group Manager – Partnerships & 
Citizen Insight

3 September 
2013

21 August 
2013

Quarter 1 Risk Management 
Report 2013/2014

PM Linda Dargue, Insurance & Risk Manager 

Quarter 1 Performance &  
Operational Risk Register 
Reports

PM S Baker, Assistant Director – Legal, 
Democratic & Regulatory Services

J Milsom, Assistant Director - Performance, 
Improvement & Transformation

J Deane, Assistant Director, Finance & 
Resources

Quarter 1 Forecast Financial 
Outturn Report 2013/14

PM J Deane, Assistant Director, Finance & 
Resources 

Quarter 1 Licensing Report PM M Brookes, Group Manager – Legal 
Governance 

Shared and Outsourced 
Update Report – Customer 
Service Centre Gateway

SC D Gill, Group Manager – Partnerships & 
Citizen Insight

8 October 
2013

24 September 
2013

Community Infrastructure Levy PM Chris Taylor To consider the 
next steps for the 
introduction of the 
Community 
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Infrastructure Levy 
for Dacorum. 

Shared and Outsourced 
Update Report – Customer 
Service Centre Gateway

SC D Gill, Group Manager – Partnerships & 
Citizen Insight

5 November 
2013

22 October 
2013 

Quarter 2 Risk Management 
Report 2013/2014

PM Linda Dargue, Insurance & Risk Manager 

Quarter 2 Performance & 
Operational Risk Register 
Reports 

PM S Baker, Assistant Director – Legal, 
Democratic & Regulatory Services

J Milsom, Assistant Director - Performance, 
Improvement & Transformation

J Deane, Assistant Director, Finance & 
Resources

Quarter 2 Forecast Financial 
Outturn Report 2013/14

PM J Deane, Assistant Director, Finance & 
Resources

Quarter 2 Licensing Report PM  M Brookes, Group Manager – Legal 
Governance 

Shared and Outsourced 
Update Report – Customer 
Service Centre Gateway

SC D Gill, Group Manager – Partnerships & 
Citizen Insight 

7 January 17 December Quarter 3 Risk Management PM Linda Dargue, Insurance & Risk Manager 
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2014 2013 Report 2013/2014

Quarter 3 Performance & 
Operational Risk Register 
Reports. 

PM S Baker, Assistant Director – Legal, 
Democratic & Regulatory Services

J Milsom, Assistant Director - Performance, 
Improvement & Transformation

J Deane, Assistant Director, Finance & 
Resources

Quarter 3 Licensing Report PM M Brookes, Group Manager – Legal 
Governance 

Shared and Outsourced 
Update Report – Customer 
Service Centre Gateway 

SC D Gill, Group Manager – Partnerships & 
Citizen Insight

4 March 2014 20 February 
2014

Shared and Outsourced 
Update Report – Customer 
Service Centre Gateway 

SC D Gill, Group Manager – Partnerships & 
Citizen Insight

Future Items 

  Revenue & Benefit - N Ellis 

PM- Performance management PD- Policy Development Sc- Scrutiny


