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Minutes of a meeting of the CABINET held in the Council Chamber, Council Offices, 
Priory Road, Spalding, on 6 September 2011.

PRESENT
Cabinet Members:

     G A Porter (Leader)

M G Chandler C J Lawton G J Taylor
H R Johnson P S Przyszlak (Deputy Leader)

Junior Portfolio Holders: R Grocock and A R Woolf

The Chief Executive, Deputy Chief Executive, Assistant Director Democratic Services, 
Assistant Director Finance (S151), Operations Director – Compass Point Business 
Services (East Coast) Ltd, Head of Customer Services & Tourist Information – Compass 
Point Business Services (East Coast) Ltd, Member Services Officer (Cabinet).

Apologies for absence were received from or on behalf of Councillors R Gambba-Jones, A 
M Newton and C N Worth, together with Diane Clay (Citizens Advice Bureau), Chief 
Inspector Lee Pache (Lincolnshire Police) and David Roberts (Holbeach Senior’s Link).

In attendance: Councillors B A Alcock and A Puttick, Joint Communications Team Leader, 
and the Press

Community Representatives: Councillor Reg Boot (Parish Council’s), Lorraine Lenton
(South Lincolnshire Community and Voluntary Service), Peter Smeaton (Local Business 
Organisations) and Ciaran Constable (South Holland Youth Council). 

The Leader asked members to note that Councillor C N Worth was attending the Rural 
Commission Conference, on his behalf, and that Councillor R Gambba-Jones was tending 
to a sick relative.  

C25.    MINUTES

The minutes of the meeting held on 19 July 2011 were signed by the Leader as a correct 
record. 

C26. DECLARATIONS OF INTEREST

Councillor P S Przyszlak declared a personal and prejudicial interest in respect of agenda 
item 7 (A Step Change Improvement In Customer Service: Implementing The New South 
Holland District Council Telephone System) due to him being a Director of Compass Point 
Business Services (East Coast) Ltd.

The Chief Executive declared an interest in respect of agenda item 7 (A Step Change 
Improvement In Customer Service: Implementing The New South Holland District Council 
Telephone System) due to him being a Director of Compass Point Business Services 
(East Coast) Ltd.

C27. QUESTIONS RAISED BY THE PUBLIC UNDER CABINET PROCEDURE RULE 2.4

No questions were raised by the public under Cabinet Procedure Rule 2.4.
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C28. MATTERS SUBJECT TO CALL-IN

There were no matters subject to call-in.  

C29. MATTERS ARISING FROM THE POLICY DEVELOPMENT AND PERFORMANCE 
MONITORING PANELS

There were no matters arising from the Policy Development and Performance Monitoring 
Panels.

C30. A STEP CHANGE IMPROVEMENT IN CUSTOMER SERVICE: IMPLEMENTING THE 
NEW SOUTH HOLLAND DISTRICT COUNCIL TELEPHONE SYSTEM

Consideration was given to the joint report of the Portfolio Holder for Internal Services, 
Performance and Business Development and the Director of Commissioning which sought 
approval to introduce a new state-of-the-art telephone system in order to provide a much
improved customer service experience whilst ensuring excellent value for money.  The 
plan of implementation was attached as Appendix A within the report.

Clarification had been requested about certain aspects of the system, which had been 
considered at a Special Joint Meeting of Performance Monitoring Panel and Policy 
Development Panel on 9 August 2011.  The minutes of the Special Joint Meeting of 
Performance Monitoring Panel and Policy Development Panel was attached as Appendix 
B within the report.

Councillor G J Taylor advised that at the Special Joint Meeting of Performance Monitoring 
Panel and Policy Development Panel on 9 August 2011 members had raised concerns in 
respect of a voice recognised system and having to type in pin numbers and passwords 
etc.  Members’ concerns should now have been dealt with prior to the report being 
considered by Cabinet.  The new system would allow customers to speak to an advisor, 
and that their calls would be routed to someone with the relevant skills and expertise to 
help them.  He added that staff within the Customer Services Centre had done an 
exceptional job over the last few months considering the circumstances.  

Members considered the report and made the following comments:

 Customers want to be able to telephone the Council to speak to an officer.  If they 
were directed to an officer who was unable to take the call, rather than going 
through to answer phone could there be an option to be re-routed back to the 
switchboard to enable them to speak to someone else?

 When reporting an issue could the customer be provided with a reference number, 
which would also enable the information coming in to be analysed?  Members 
wanted to ensure that this would not create unnecessary work for staff.  

 Could the new system be sold to other authorities?  Could the costs be recovered? 
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C30. A STEP CHANGE IMPROVEMENT IN CUSTOMER SERVICE: IMPLEMENTING THE 
NEW SOUTH HOLLAND DISTRICT COUNCIL TELEPHONE SYSTEM (Continued)

The Operations Director, Compass Point Business Services (East Coast) Ltd, advised that 
the new system provided flexibility to deal with the comments which had been made.  In 
addition, South Holland District Councillors were being provided with a new direct dial list.  
He added that the new system would be available for other authorities which joined 
Compass Point Business Services (CBPS).  Councillor Taylor mentioned that the public 
would also have more access to offices through direct dial.

The Chief Executive advised that the system costs had already been paid for as part of 
the development costs of CPBS.  He pointed out that the old system was due to be 
replaced, and the new system would enable the authority to make considerable savings 
through CPBS.    

Councillor B Alcock advised that, as he had mentioned at the special joint meeting, repairs 
calls for local authority housing were currently being routed through Customer Services.  
The Construction Services Unit Task Group, which had recently reformed, were of the 
opinion that those calls should be dealt with by the Construction Services Unit itself.  He 
stated that the recommendations of the Task Group may change depending on the 
Cabinet’s decision.  

DECISION: That, subject to the comments made by members, the 
implementation of the new telephony system, as outlined within 
the report at Appendix A, be approved.

(Other options considered:
 Not to introduce the new telephony system.  However, this decision would mean that 

South Holland would continue to experience the below par performance.
Reason for decision
 The Council needed to change the way it handled customer calls in order to improve 

its performance;
 The overall joint delivery proposed during the redesign of Customer Services 

following the formation of Compass Point Business Services (East Coast) Ltd was 
predicated on the creation of a virtual contact centre model allowing for overflow call 
answering across more than one site.  The new operating model needed to apply to 
both authorities in order to realise the savings required; and

 The Council had already bought into the new technology and the implementation 
would be the realisation of that investment.)

(Councillor P S Przyszlak declared a personal and prejudicial interest in this item, due to 
him being a Director of Compass Point Business Services (East Coast) Ltd, and left the 
meeting during consideration of this item.)

(The Operations Director – Compass Point Business Services (East Coast) Ltd and the 
Head of Customer Services & Tourist Information – Compass Point Business Services 
(East Coast) Ltd left the meeting at 6.50 p.m., after consideration of the above item.)
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C31. CAPITAL PROGRAMME 2011/12

Consideration was given to the joint report of the Portfolio Holder for Strategic Finance 
and Democratic Services and the Assistant Director Finance (S151) on the progress of 
the Capital Programme at the end of the first quarter in 2011/12.  

The report detailed in particular:

 A summary of the agreed programme for 2011/12;
 A summary of anticipated funding;
 Committed spend and performance to date;
 Summary of variations top the Capital Programme and Funding; and
 Update on capital receipts.

Full details of the Capital Programme monitoring as at 30 June 2011 were appended to 
the report.

Councillor C J Lawton advised that she and the Housing Manager would have liked to see 
the report, regarding the Housing Revenue Account (HRA), prior to its publication.  
Councillor P S Przyszlak advised that officers and members could be allocated to review 
specific areas in future.  

The Assistant Director Finance (S151) stated that the overspend of the HRA may not be 
as great as expected as it was likely that the external doors programme and the walls 
installation project would be under budget for this year.  The Leader requested that the 
information be updated prior to being submitted to full Council for consideration.  

RECOMMENDED That, subject to the additional changes above, the Capital 
TO COUNCIL: Programme for 2011/12 and associated financing be amended 

to reflect the changes summarised under paragraph 6 within 
the report.

(Other options considered:
 Members may have wished to suggest alternative amendments to the 2011/12

Capital Programme.
Reason for decision
 To ensure that the capital programme for 2011/12 was amended along with the 

necessary financing.)

(The meeting ended at 6.57 p.m.)

(End of minutes).
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These minutes are published on Friday 9 September 2011.  In accordance with the 
Council’s Constitution the DECISIONS detailed above will, unless otherwise stated, come 
into force and may then be implemented on Monday 19 September 2011 (i.e. after the 
expiry of 5 working days from the date of publication of these minutes), unless during that 
period a notice which is signed by at least one member of the Council and complies with 
the requirements of Rules 15(b), (c) and (d) of the Overview and Scrutiny Procedure 
Rules is served on the Assistant Director Democratic Services requesting that the 
decision be called-in and the Assistant Director Democratic Services approves the request 
for call-in.  Where a decision is called-in it will firstly be considered by the Performance 
Monitoring Panel on a date to be fixed.

Any FINAL DECISIONS and any URGENT DECISIONS take effect immediately.

Any RECOMMENDATIONS TO COUNCIL detailed above will be submitted for 
consideration to the meeting of the full Council on Wednesday 14 September 2011.


