BOROUGH OF KETTERING

RESEARCH AND DEVELOPMENT COMMITTEE

Meeting held: 19th November 2008
Present:
Councillor Edwards (Chair), Councillors Marks and Talbot. 
08.RD.13
APOLOGIES

Apologies for absence were received from Councillors Hollobone and Perry. Councillor Marks was acting as a substitute for Councillor Hollobone.
08.RD.14
MINUTES

RESOLVED
that the minutes of the meeting of the Committee held on 9th July 2008 be approved as a correct record and signed by the Chair, subject to minute 08.RD.9 being amended to indicate that Councillor Talbot’s interests were in respect of her husband being the Voluntary Manager of a shop in one of the zones being consulted in respect of the introduction of a Residents’ Parking Scheme, and  her role as a volunteer helper in that shop.
08.RD.15
DECLARATIONS OF INTEREST

None

08.RD.16
CUSTOMER FEEDBACK INITIATIVES - PRESENTATION (A1)
Members received a presentation from the Heads of Corporate Development and Customer Services in respect of the measuring customer satisfaction. The presentation examined the following -:
· Why customer satisfaction is managed

· What influences customer perceptions

· How customer satisfaction is measured

· Some key results

· What would happen next

Members were provided with statistical information in respect of specific issues that local residents had been consulted upon, in addition to the results of national research into the same types of service areas. It was noted that the Place Survey’ for Northamptonshire was currently being conducted, and that this would provide further valuable information in respect of this issue. It was noted that the number of returns of the survey for the Kettering area had already exceeded the required level.
In their consideration of the presentation, the following items were discussed by members :

· Details of the approach taken in respect of the ‘Place Survey’
· The use of ‘Mystery Shoppers’ by the Council and how information from these exercises was disseminated 

· The influence of national policies on local policies

· The influence of local policies on other local policies (e.g. the impact of recycling policies on street cleaning)

· The impact of the relationships between staff and managers on policies and the image portrayed by the Council and perceptions of it as a result of those relationships
· Residents being aware of which tier of local government was responsible for which service was an issue that needed frequent publicity
· Details of the way in which customer complaints and compliments were recorded and processed especially from the A6 Towns Customer Service Centres and Rural parts of the Borough

· The levels of satisfaction expressed by younger people was a cause for concern and as a result members felt that it would be beneficial for the Committee to consider inviting members of the Student Council to a future meeting
· An item on the results of the Place Survey should be included on a future agenda 

· Details of the largely positive response from residents to the publication of ‘Voice’ were discussed

· Consideration would be given to the best means of providing a report on the level of satisfaction in respect of housing repairs

RESOLVED
that the presentation be noted and further consideration be given to the items raised above where appropriate.
08.RD.17
INTERIM REPORT OF THE COMMUNITY ENGAGAEMENT IN MAJOR PLANNING APPLICATIONS TASK AND FINISH GROUPS (A2)


Members received a report that updated them with regard to the progress achieved by the above Task and Finish Group, and which outlined its future workload. Details of meetings and outcomes were provided, and members were informed that a large amount of useful information had been gathered as a result, and that this information was currently being processed and categorised in order to present it to the Group’s next meeting on 4th December 2008. It was considered that it might prove useful to have another Members’ Information Evening on this issue to feedback what had been learnt by the Group, and how this could be embedded in working practices.

It was considered that the Group had been extremely successful to date and could lead the way in developing best practice for consideration of this type of issue. 

It was also noted that work on the second of the Committee’s Task and Finish projects could be commenced in the near future.
RESOLVED
that the work of the Task and Finish Group to date, be noted.
08.RD.18
WORK PROGRAMME (A3)

Members received details of the Committee’s Work Programme as at the date of the meeting, and also received a report that suggested items that could be considered for inclusion in the Work Programme. A discussion ensued about the way in which policy development items could be identified at an early stage for inclusion in the Committee’s Work Programme.
Having considered the report and other items that could be added, the following were considered for inclusion:-
· Younger Citizens Provision (See 08.RD.16 above) including links with the Council’s Leisure Strategy (especially in respect of Archery)
· Review of the operation of the Highway Services contract between May Gurney and the County Council (March 2009 meeting)
· The Head of Community Services to present a report to Committee detailing relationships between the Council and the Third Sector with regard to support and assistance with identifying funding streams

· Items concerning new developments in Housing Strategy as appropriate and timely.
RESOLVED
that the update report on current issues be included on all future agenda, and scheduling of the items identified above be structured within that programme.
(The meeting started at 7.00pm and ended at 8.25pm)

Signed …………………………………………….

Chair
iw
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