MINUTE OF MEMBER ZONE SOUNDING BOARD – MEETING 1
HELD ON 20TH SEPTEMBER 2022 AT 2.00PM, VIA MS TEAMS 
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	Action

	1
	Welcome and introductions
Bob welcomed everyone to the first meeting of the group and outlined the work which has taken place prior to the May 2022 election, to ensure that a robust system and tool was in place for Elected Members to have control of their caseloads.  

	

	2
	Draft Sounding Board Membership, TOR and Working Arrangements 
Draft TOR was circulated around the group, and Bob outlined the aim of the Sounding Board.  
The group agreed the TOR and noted that this can be added to as we move forward.  

	

	3
	Review of Current Member Zone Request Portal Performance 
Members were invited to outline any issues and benefits they have experienced with the system so far, and the following was noted- 

· Some old cases not transferred from Casebook, and some of these cases held a lot of background data 

· Quality of responses continue to be an issue – members often returning response requesting more information/some responses appear dismissive and vague 
· Navigating between cases is difficult and takes time 

· Stationery would be useful to have in the system and would save time e.g. downloadable letter templates
· Good performance tool for members to measure their workload 

· Like the reference number linked to each case, useful to provide to constituents 

· Review and clarity of the term “resolved” required as it may mean “fully complete” to one and “scheduled to be completed” to another 
· Cases sorted by date order would be useful 

· Creation of a system calendar showing what is overdue would be useful within system for members 

· Organisation chart not clear and so it proves difficult to select which team a case should be allocated to; particularly for new members 

· Set 5 days for first response is not ideal – this can be reviewed as we move forward with the process and system 

· Map showing adopted roads/pavements etc would be really useful for members 

· Email updates/alerts are really useful and a good prompt for members 

· It was noted that very urgent/sensitive issues could still be raised direct with officers when needed, but that the vast majority should still be logged via MZ to allow for a structured and managed approach that benefitted members, officers and constituents

· Overall some members were impressed with the system in comparison to Casebook and appreciate web interface which means not being restricted to a single device to access.
Priority actions agreed to take forward from suggestions: 

1. Fortnightly scheduled reports to be produced showing members a list of their current open cases (in excel so it can be sorted by members as they wish) 

2. Creation of stationery within system to allow members to produce letters etc. Some standard response templates for email and downloadable letters 

3. Look at self-colour option for members to navigate/sort their cases better, including option to archive cases which can still be viewed under a different tab 

4. Organisation chart to be improved – area listing which categories sit under each service to help members identify ownership of case to be added 
5. Add a link to the GIS/maps into Member Zone for members to look up ownership of roads etc.

6. A standard interpretation and rationale for the “Resolved” status will be proposed for consideration by the next SB.


	Bob/Jamie 

	4
	Current in progress and planned MZ system developments 
Jamie outlined the current developments being implemented on the system: 
· Feedback option for each case – assessing the timing and quality of response – this is not a mandatory function but will be useful for officers to gauge training and development requirements. It will be presented to members as a link to a survey once a case is marked as closed. Anonymised reports on quality trends will be added quarterly to MZ and provided to DMT/SMT.
· Planning and Building Standards request form added to system, allowing case reference number(s) to be added to assist with the identification of a case

· Constituent and Community Council detail field will be introduced to all MZ requests as part of the member requested enhancements.
None of these fields will be mandatory and officers aim to have these implemented by the end of this week. 

Bob also advised that 2 factor identification at MZ log on is being rolled out for security purposes and in-ward sharing of requests is also being looked at; various options are available and members will be asked for their input on how best this would work for them.  

	

	5
	Member Zone Information Resources 
A range of information and briefings are being added to the system and Bob showed the meeting the new RIS Briefings section in MZ added the previous week. Mark noted that more topical briefings would be added in the near future.  
Officers will be happy to include any area of interest, and members are invited to pass their thoughts on any potential topic matters or common interest management information to Bob or Mark for taking forward.  

	Mark 


	6
	Member Support 
Bob confirmed that 28 members had now been trained with members uploading the majority of their own cases directly onto the system – this is a good endorsement of the new system and officers are on hand to provide any assistance in terms of training and queries. It is very noticeable that the majority of requests now being raised are being done by members on a self service basis, with many fewer having to be raised by Member Services for members.

There was some discussion over the number of requests that had been responded to by Services and were with members to decide whether to close them as resolved or to ask for further action/escalation. The members noted that these were often with them for some time as they had to relay the response to constituents or Community Councils and check if the response met their needs. The Members asked that Members Services did not push too hard for closure as members understood the need to action their requests appropriately. Bob undertook to relay this to Helen Macleod.
Councillor McKenzie asked about the best way to deal with “insoluble” customer requests. Bob noted that these were probably best done on a unique case by case basis and agreed to look at this instance out with the meeting with the Councillor. 


	Bob

Bob

	7
	A.O.C.B. 
No items of business were raised.  Bob thanked all attendees for their honest and positive input.

	

	8
	Date of Next Meeting 
It was agreed that the next meeting would take place before the middle of December 2022.  

	Bob/Susie 
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