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2.
BACKGROUND
2.1
The Council has an explicit resolution on partnership working and has long had a strategy to develop partnerships with other local public service providers based on ‘place’. Our customers have repeatedly told us this is how they would like services delivered. We have successfully achieved a great deal in working with our partners from the Police, HMRC Tax Office, County Council and Voluntary Sector in providing integrated services to our customers which has resulted in positive customer feedback.

2.2
Our innovative work on partnership development has been recognised by government. The Chief Executive was asked to chair a national review on improving customer service. This review also highlighted the need to ensure that partnerships focus on the customer, and deliver an integrated one stop shop delivering financial economies to providers and economies of effort to customers.

2.3
Kettering was one of nine local authorities selected to pilot, or ‘trail-blaze’ further work in this area. We received £100,000 of funding to support this Trailblazer programme. Our work with the Police, County Council, HMRC Tax Office and the Voluntary Sector has enabled us to deliver a more holistic service to our customers and reduce the number of times that customers are passed around between different partners.   The Trailblazer programme has also given us a comprehensive understanding of antisocial behaviour from a customer perspective by working through the end to end process. The positive results achieved from the programme dovetail with feedback from the Total Place pilots, where integrating public sector organisations has shown improved efficiency and service delivery.

2.4
The Trailblazer programme has strengthened our existing relationships with partners including the Police and County Council and has also led to the establishment of relationships and shared working with new partners from both the voluntary and public sectors. Additionally we have an award winning collaboration with Northamptonshire NHS Trust: ‘More People, More Active, More Often’, as well as other health promotion work.  That provided a useful platform to deliver further initiatives, such as the successful cycle tour.

2.5
We continue to actively seek further possibilities to strengthen and deepen our successful partnerships wherever possible and are currently discussing improved antisocial behaviour co-ordination and reporting mechanisms with Northamptonshire Police. Additionally discussions are underway with regard to integrating the Registrars within our Customer Service Centre.


Health Services

2.6
An opportunity is opening up with Kettering General Hospital, which would see us move into service delivery with this partner for a phlebotomy clinic (blood tests) and a Warfarin (blood thining) clinic, and would widen and improve further our single front office. This underpins the Trailblazer programme ethos of partners joining up to improve the delivery of services for the benefit of the customer. Co-location of services would also provide a more easily accessible service for local people with more services delivered from one central location.

2.7
The NHS are very keen to improve the main KGH site by moving outpatient services to suitable outreach locations that will enable them to continue with site developments, reduce pressure on car parking, provide patients with more choice and easier access via public transport.

2.8
The phlebotomy team at Kettering General Hospital currently offer a drop-in service, which causes very large queues at the hospital. This is especially evident first thing in the morning, with customers frequently having to wait for over an hour to see a nurse. With the relocation of outpatient phlebotomy to the Customer Service Centre at the council officers, we will be able to enhance the customer experience by offering an appointment system, which will enable customers to arrange visiting times to suit their personal circumstances and avoid time-wasting. This is especially important for the many customers who use the service on a regular basis.

2.9
Very positive discussions with the hospital have taken place and the Council Tax room adjacent to the Customer Service Centre has been identified as a good venue. The first proposal would be to establish two clinical rooms available to take blood samples from all patients who are referred to the hospital by their GPs. This represents 60% of the appointments that take place within the pathology department of Kettering General Hospital, and which will free up both hospital space and reduce the demand for car parking at the hospital. Delivering pathology outreach within our Customer Service Centre opens up the opportunities for other health services to be delivered and we have already met with NHS Northamptonshire to discuss how we might open a NHS Health Clinic on the ground floor of the Council offices.

2.10
Registrars

The Registrars have also indicated that they would be keen to move from their London Road offices into our main offices as part of an enlarged Customer Service Centre. The Registrars would be interested in using suitable accommodation within the Council Offices for marriage ceremonies. The London Road registrars can only seat 45 guests whereas accommodation within the Council Offices (eg, the Council Chamber) would be able to accommodate the larger weddings that are currently held in Corby.


Future Plans
2.11
With the interest shown by the NHS and County Council this opens up the possibility of the whole ground floor of the Municipal Offices being utilised as an extended Customer Service Centre. This is in line with our vision of achieving a centrally located and accessible public sector service hub.


Using Off Site Accommodation 
2.12
The expansion of the Customer Service Centre with partner services will require us to relocate some back office staff to other sites on a temporary basis, until the Council can realise its Business Park policy.

3.
FINANCIAL IMPLICATIONS

3.1
Some capital expenditure would be required in the way of setting up costs; support for funding of this will be sought from the Regional Improvement and Efficiency Partnership (RIEP).

3.2
There is scope here for potential rental revenue. In addition success with pathology could well lead to other shared service opportunities for outpatients within the NHS.

3.3
There will be additional benefits in terms of town centre visitors and associated car park income.
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1.	PURPOSE OF REPORT


        To update members of the Executive Committee on progress with plans to strengthen and widen partnership working opportunities with the local health providers and the County Council.








4.	RECOMMENDATIONS





4.1	In-principal agreement is sought to pursue opportunities to expand the Customer Service Centre through the delivery of partner services which would deliver an enhanced public sector service hub.





4.2	Members endorse the work already undertaken to bring further health and registrar services into the Customer Service Centre.









