CUSTOMER SERVICES SCRUTINY COMMITTEE

Minutes of a meeting of the Customer Services Scrutiny Committee of the Bolsover
District Council held in the Council Chamber, The Arc, Clowne on Monday, 23"
March 2026 at 10:00 hours.

PRESENT:-

Members:-
Councillor Vicky Wapplington in the Chair

Councillors Amanda Davis (Vice-Chair), Louise Fox, Emma Stevenson and
Rita Turner.

Officers:- Lesley Botham (Customer Service, Standards and Complaints Manager),
Victoria Dawson (Assistant Director of Housing Management and Enforcement),
Mark Giles (Assistant Director for Streetscene, Community Safety and
Enforcement), Alice Willoughby (Customer Standards and Complaints Officer),
Coby Bunyan (Scrutiny Officer) and Matthew Kerry (Governance and Civic Officer).

Also in attendance at the meeting, observing, was Councillor Cathy Jeffery (Junior
Portfolio Holder for Health and Wellbeing) (from minute no. CS47-25/26).

CS42-25/26 APOLOGIES FOR ABSENCE

Apologies for absence were received on behalf of Councillors Jeanne Raspin and Mary
Dooley (Portfolio Holder for Health and Wellbeing).

CS43-25/26 URGENT ITEMS OF BUSINESS

There were no urgent items of business.

CS44-25/26 DECLARATIONS OF INTEREST

There were no declarations of interest made.

CS45-25/26 MINUTES

The Committee was informed that after the previous meeting, the report of CS39-25/26
(and minutes) required the following updated information:

e service improvement reference no. 7863 should have stated: “As a result of the
complaint, the Contact Centre Manager had requested the wording on the self-
service form which advised of disruption to the normal service was put in bold red
capital letters to ensure this was highlighted to customers”;

e reference no. 7823 should have stated 7923; and,

o reference no. 7833 should have stated 7933 and listed the same service
improvement as that in 7934 (it was split into both a Comment and Complaint).
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Typographical errors (incorrect capitalisation) were additionally addressed under CS39-
25/26.

Moved by Councillor Rita Turner and seconded by Councillor Emma Stevenson

RESOLVED that the Minutes of a Customer Services Scrutiny Committee held on 8t
December 2025 be approved as a true and correct record once the above
additions and amendments were made.

CS46-25/26 LIST OF KEY DECISIONS AND ITEMS TO BE CONSIDERED IN
PRIVATE

The Committee considered the updated List of Key Decisions and Items to be
Considered in Private provided at the meeting.

RESOLVED that the List of Key Decisions and Items to be Considered in Private be
noted.

CS47-25/26 CUSTOMER SERVICE STANDARDS AND COMPLIMENTS,
COMMENTS AND COMPLAINTS REPORT 2025/26 - 1ST OCTOBER
2025 TO 315" DECEMBER 2025

The Customer Standards and Complaints Officer presented the report to the Committee
to provide information on the Council’'s performance in relation to its customer service
standards and the number of Compliments, Comments and Complaints received for
Quarter 3 2025/26 (1t October 2025 to 315t December 2025).

A breakdown of the key customer service standards by quarterly period, together with the
target and the cumulative performance for each standard, was attached at Appendixes 1
and 2 of the report.

Revenues had achieved 88% of incoming calls answered within 20 seconds for Quarter 3
2025/26 (target 70%).

Benefits had achieved 90% of incoming calls answered within 20 seconds for Quarter 3
2025/26 (target 80%).

In Quarter 3 2025/26, Revenues and Benefits had received 6,155 emails — all
acknowledged within 1 working day.

For Quarter 3 2025/26, Contact Centres had achieved: 81% of incoming calls answered
within 20 seconds (target 75%); abandoned 2% of incoming calls (target less than 3%);
and the average waiting time was 26 seconds (target not exceeding 30 seconds).

In the same period, Contact Centres had acknowledged all 6,560 email enquiries
received within 1 working day (meeting the target of 100%), with 99.7% of emails replied
to within 8 working days (target was 100%).

Contact Centres had answered 87% of incoming Live Chats within 20 seconds for
Quarter 3 2025/26 (target 90%), with 557 chats answered out of 562 in total. In Quarter 3
2025/26, all 4 Contact Centres and The Arc’s Meet & Greet Reception Desk had received
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6,441 visitors.

Face-to-face monitoring took place week commencing 17" November 2025 to measure
waiting times — 572 customers had visited during that week, with an average waiting time
of 1.2 minutes (target was seeing 100% of customers within 20 minutes).

76 Compliments had been received during Quarter 3 2025/26, with Go! Active receiving 2
Customer Feedback Form Compliments within this time.

8 Comments had been received with all acknowledged and passed to the respective
department within the target time of 5 working days during Quarter 3 2025/26. Go! Active
had received 10 Customer Feedback Form Comments within this time.

57 Stage 1 Complaints had been recorded in Quarter 3 2025/26, with 12 M.P. Enquiries
received within this time. 100% of Stage 1 Complaints and 100% M.P. Enquiries had
been responded to within the Council’s Customer Service Standard of 10 working days —
the average response time for Stage 1 Complaints was 4.5 working days.

8 Stage 2 Complaints had been recorded in Quarter 3 2025/25. 100% of Stage 2
Complaints had been responded to within the Council’s Customer Service Standard of 20
working days — the average response time for Stage 2 Complaints was 10 working days.

No Local Government Ombudsman Complaints had been received during Quarter 3
2025/26.

The following service improvement examples:

e service requests would now be included in comment and complaint
acknowledgements, so a customer was aware the issue at hand was being dealt
with as well as a Complaint raised;

e the Gas team were looking into changing the wording on the gas service letters
regarding pre-pay meters. The Gas team had ensured their system stipulated
whether a morning or afternoon appointment had been arranged, which notified
the Engineer; and,

e the Joint Environmental Health Service would consider additional measures of
delivering a Notice of Intended Entry (NOIE), such as an email copy, in the future
as a safeguard,

were provided in the report and at the meeting (following receipt of applicable
Comments and Complaints).

Additional service improvement updates were also provided at the meeting, including:

e Completion of the new Equality Impact Assessments for the Compliments,
Comments and Complaints Policy and Standards and Vex Policy — all had been
approved by the Information and Engagement Manager;

e From 18t April 2026 the Council would cease the use of the term Dragonfly in all its
reports (approaching the end of the financial year, the Council would not be able to
change the classification of its Complaints;

e From April 15t 2026, the Council would utilise a new Complaints system called
‘Infreemation’ — this should not affect the way the Council’s Managers responded
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to Complaints, though the Complaints Team would communicate any small
changes to Managers in due course;

e The Housing Liaison Board (the ‘Board’) had requested the Council change the
way repairs Complaints were delivered to the Board. It had been noted that
repairs received the most Compliments and Complaints for tenant related
Complaints. The Board would like to know the percentage of Complaints received
compared to the number of repair works completed. The Council was working with
repairs to see if they could provide figures to enable the Complaint’'s Team to
complete this work. It had been requested that the same was done for different
Housing Teams, however this would likely prove difficult due to the numerous
communication methods delivered by the Housing Team and not all contact / visits
/ emails were being logged onto a single system; and,

e The Housing Ombudsman had provided the Council a first review of the
Compliments, Comments and Complaints Policy on the 19" March 2026. The
report had contained 10 amendment recommendations for consideration of the
Compliments, Comments and Complaints Policy. The Complaints Team would
review these recommendations and make the necessary changes before
presenting it to the Committee.

Moved by Councillor Rita Turner and seconded by Councillor Emma Stevenson
RESOLVED that the Customer Services Scrutiny Committee note the overall
performance on Customer Service Standards and Compliments, Comments and

Complaints.
CS48-25/26 REVIEW OF MEMBERS ICT & SUPPORT AND ICT SERVICE
DELIVERY - POST- SCRUTINY MONITORING (FOURTH INTERIM
REPORT)

The Scrutiny Officer presented the fourth Post-Scrutiny Monitoring Report assessing
progress against the recommendations to date for the Review of Members ICT & Support
and ICT Service Delivery to the Committee.

The Committee had put together 13 recommendations to the Executive with the intent to
assist the Council in improving equipment provision and support to Members and the
operation of meeting spaces within a modern post-COVID-19 environment.

12 out of 13 recommendations had been achieved, with 7 within the target date and 5
completed behind schedule. Recommendation 1.4, which had been previously extended,
was now marked ‘Alert’ and so required the Committee’s attention.

Councillor Cathy Jeffery left the meeting at 10:10 hours.
It was requested for the non-implementation reasons, detailed in the attached Appendix 1
to the report, that the Committee withdrew the recommendation and that the planned

power supply in the Chamber now not be upgraded.

5 in favour
0 against

Moved by Councillor Louise Fox and seconded by Councillor Emma Stevenson
RESOLVED that: 1) Members note the progress against the review recommendations;
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2) Members acknowledge any exceptions to delivery and clarify the additional action
required by the service;

3) Members make its report and findings public, in accordance with Part 4.5.17(4) of
the Council’'s Constitution;

4) Members of the Committee consider referring recommendation 1.4 back to the
Executive for withdrawal per the reasons in Appendix 1; and,

5) Officers continue to implement the recommendations and submit a further report in
twelve months’ time highlighting progress and any exceptions to delivery.

The Assistant Director of Housing Management and Enforcement left the meeting at
10:11 hours.

CS49-25/26 REVIEW OF EFFECTIVENESS OF COUNCIL'S WASTE
COLLECTION AND DISPOSAL EDUCATION - POST SCRUTINY
MONITORING UPDATE (FINAL INTERIM REPORT)

The Scrutiny Officer presented the report to the Committee.

The Committee had agreed to undertake a review of effectiveness of the Council’'s waste
collection and disposal education as part of its 2023/24 Work Programme.

The issue was initially raised due to concerns of contamination rates within recycling
waste collections, creating additional costs to the Council through contamination charges.

The Committee had put together 11 recommendations, as outlined in the attached
Appendices, which would aim to ensure that the Council’s approach to waste disposal
advice and education was reaching all target audiences, reduce current contamination
rates, and improve recycling rates by way of increased resident participation.

To date, 9 out of the 11 recommendations had been achieved: 1 recommendation had
been with the intent to complete in 2026; 1 recommendation was marked ‘Alert’ as it was
not able to be completed due to Local Government Reorganisation implications.

The Assistant Director for Streetscene, Community Safety and Enforcement answered
guestions on the following:

the food waste leaflet delivered to residents;

the availability of replacement food waste bins;
the recording of food waste bin deliveries; and,
the size of food waste bin liner recommended.

The Assistant Director for Streetscene, Community Safety and Enforcement informed that
if Members involved in local community events wanted Streetscene to attend (to promote
and explain the new food waste bins) to make contact directly for any potential
arrangements to be made.
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5 in favour
0 against

Moved by Councillor Emma Stevenson and seconded by Councillor Louise Fox
RESOLVED that: 1) Scrutiny Members note the progress against the review
recommendations;

2) Scrutiny Members acknowledge any exceptions to delivery and clarify the
additional action required by the service.

3) Scrutiny Members make its report and findings public, in accordance with Part
4.5.17(4) of the Council’s Constitution; and,

4) Officers continue to implement the recommendations and submit a further report in
six months’ time highlighting progress and any exceptions to delivery.

CS50-25/26 CUSTOMER SERVICES SCRUTINY COMMITTEE WORK
PROGRAMME 2025/26

The Scrutiny Officer presented the final Work Programme 2025/26 update of the
municipal year to the Committee.

Moved by Councillor Louise Fox and seconded by Councillor Emma Stevenson

RESOVLED that Members review this report and the Programme attached at Appendix 1
for approval and amendment as required. All Members are advised to contact the
Scrutiny Officer should they have any queries regarding future meetings.

CS51-25/26 PROPOSED CUSTOMER SERVICES SCRUTINY COMMITTEE
WORK PROGRAMME 2026/27

The Scrutiny Officer introduced the Work Programme 2026/27 of the following municipal
year to the Committee.

Members were informed the programme was subject to change and could have additional
items proposed.

RESOVLED that: 1) the Committee approve the report and the proposed Work
Programme attached at Appendix 1 per the reasons set out in Sections 3 and 4 of
the report;

2) Members review this report and the proposed Work Programme attached at
Appendix 1 for approval and amendment as required;

3) all Members are advised to contact the Scrutiny Officer should they have any
queries regarding future meetings.

The meeting concluded at 10:21 hours.



