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2. BACKGROUND

2.1 At a meeting of the Executive held on the 14th July 2004 it was decided that;

· Work should continue with the Council’s partners (including the Police, the Fire Service the County Council and other stakeholders) to develop plans for Response Centres in the A6 Towns.

· Arrangements should be made to phase-in alternative payment options to the cashiering service taking on board feedback and the results of consultation

· The District cash Offices should close once the proposed Response Centres were operational.

2.2 Following the Executive's decision, work has been carried out with Partners to introduce the concept of centres delivering much improved access to customer service through the provision of joint Response Centres in the A6 Towns.

3. 
OPPORTUNITY

3.1 An opportunity has arisen through the availability of two Library sites within Rothwell and Desborough for working together with Northamptonshire County Council and the Northamptonshire Police Authority. This opportunity presents the first stage for introducing a joint service delivery vehicle.  It is anticipated that the Rothwell centre will be seen as the best practice integrated service delivery model that could be expanded both within the Kettering area and across the County.   The Centre profile presents us the opportunity to lead and shape an innovative service delivery model for other districts both locally and nationally. 

3.2 Discussions are being progressed with key partners to launch the customer Response Centres at Rothwell and Desborough libraries during the current financial year.  The opening of these centres would enable plans to be activated to close the existing cashiering facilities at Rothwell and Desborough.  Customers wishing to pay by cash would be able to use local Post Offices and other designated All Pay Retail Outlets as previously agreed at the Executive meeting on 14th July 2005. It is proposed that the Desborough Office closure would be phased with a reduction in opening  from 5 days to 2 days from October 2005 to reflect the fact that all housing management and maintenance services will be based at the Municipal Offices and to bring the opening hours in line with Rothwell and Burton Latimer.

4.
CUSTOMER SERVICE BENEFITS 

4.1
Extensive Customer consultation has been undertaken in respect of the development of Local Response Centres and the proposed Rothwell Centre will meet the face to face service expectations and needs of the Community. Customer research has highlighted the need for local centres that can deal with most of their enquires in a fully integrated and professional way. 

4.2
The range of Borough Services will be extended to include the services offered within the Kettering Customer Services Centre. In addition a range of County services will be delivered including, for the first time, Social Services issues and enquiries.  Currently the Police do not have a presence in Rothwell and the research shows that residents require staff within a Centre to handle low level Police enquires .The migration from the current complex and uncoordinated service provision by partners to the concept of integrated service delivery will enable Kettering Borough Council to be seen very positively by local residents as Community leaders. 

4.3
A faster and more appropriate response will be delivered at a local level with a high percentage of Customer enquiries dealt with at the first point of contact. 

4.4
The Council has also introduced telephone and on line facilities for both credit and debit card payments and these will supplement the withdrawal of the traditional cashiers service.

4.5
 In addition the Council will issue payment cards to allow Customers who currently make cash payments at the Desborough and Rothwell cash offices  to pay by cash at Post Offices, Pay Points and Pay Zones. This has already been successfully implemented by Housing Services for the payment of Rents. 

5.
POLICY IMPLICATIONS
5.1
Ongoing development work on Service Convergence in conjunction with key partners forms an essential part of the Council’s ongoing review of the way it delivers and enables access to services.  Service convergence is central to the Council’s ambition, vision and commitments expressed in the Corporate Improvement Plan.

5.2
 Supporting local post offices and retail outlets, improving local service delivery and Partnership working in the A6 towns will improve the quality of life for local people and improve access to services.

6.
FINANCIAL/RESOURCE IMPLICATIONS
6.1
A Capital sum of £150,000 has been set aside in the current years budget as a contribution to the establishment of Response Centres at Rothwell and Desborough libraries. The Building and infrastructure capital estimates for the Rothwell Response Centre are currently £ 48, 000. Initial estimates indicate that the Desborough project will be deliverable at a similar capital cost. It is currently anticipated that the County Council  and Police will be making a financial contribution to the annual revenue costs  of running  the centres.

6.2
In exchange for a capital contribution, an agreement will be entered into regarding occupation of the premises.  This will mean security of tenure with a minimal rental commitment.

6.3
Cost savings of £10,290 in Year 1  have already been identified through the planned closure of the existing Cash Offices at both Rothwell and Desborough. Staffing costs will be met by the transfer of existing resources.  In addition efficiency savings are anticipated through joint working with the County Council and Police.  
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1.	PURPOSE OF REPORT





	To gain agreement from the Executive to proceed with an opportunity to open Response Centres in Rothwell and Desborough.





RECOMMENDATION





(i)	that the Executive supports the launch of Customer Response Centres in Rothwell and Desborough in partnership with the County Council and Police and endorses officers to make the necessary arrangements within existing budgets.





(ii)	that following the opening of each of the A6 response centres,  the existing District Offices are closed in accordance with the previous decision made by the Executive on 14th July 2004.











