
SCRUTINY MANAGEMENT BOARD 
 

Minutes of a Meeting of the Scrutiny Management Board held on Tuesday, 12 
March 2019 at 10.00 am at Conference Room A/B, Cumbria House, Botchergate, 
Carlisle CA1 1RD 
 
 

PRESENT: 
 

Mr WJ Wearing (Chairman) 
 

Mr J Airey 
Mr J Bell 
Mr SB Collins 
Ms C Driver 
Mrs S Evans 
 

Mr KR Hamilton 
Mr M Hawkins 
Mr J Mallinson 
Mrs V Tarbitt 
 

 
Also in Attendance:- 
 
Ms H Blake - Senior Manager - Policy and Scrutiny 
Mrs L Harker - Senior Democratic Services Officer 
Mr S Higgins - Assistant Director - Customer and Community Services 
Dr D Roberts - Executive Director - Corporate, Customer and 

Community Services 
 

  
PART 1 – ITEMS CONSIDERED IN THE 

PRESENCE OF THE PUBLIC AND PRESS 
 

 

 
Mrs J Willis, Cabinet Member for Customers, Transformation and Fire and Rescue 
attended for agenda item 9 – Customer Programme Update (minute 144 refers). 

 
 

136 APOLOGIES FOR ABSENCE 
 
Apologies for absence were received from Mr B Shirley and Mr M Wilson. 
 
 
137 MEMBERSHIP 
 
There were no changes in membership on this occasion. 
 
 
138 DISCLOSURES OF INTEREST 
 
There were no disclosures of interest on this occasion. 
 
 



 

139 EXCLUSION OF PRESS AND PUBLIC 
 
RESOLVED, that the public and press be not excluded from the meeting during 

any item of business. 
 
 
140 MINUTES 
 
With reference to minute 128 – Scrutiny Management Board Update Report and 
Work Programme it was agreed that a report giving an update on the management 
of long term absence be considered at the next meeting of the Board on 
28 June 2019. 
 
RESOLVED, that the minutes of the meetings held on 22 November 2018 and 

22 January 2019 be agreed as a correct record and signed by the 
Chair. 

 
 
141 CALL-IN ITEMS 
 
The Chair advised that there were no call-in items for the Board to consider. 
 
 
142 DRAFT SCRUTINY ANNUAL REPORT 
 
The Board had before it the draft Scrutiny Annual Report which detailed their work 
over the past 12 months.   
 
Members welcomed the Annual Report and requested that the document be proof 
read in advance of it being presented to full County Council.   
 
RESOLVED, that  
 
 (1) the draft report be proof read in advance of it being presented 

to full County Council; 
 
 (2) comments on the document be made direct to the Senior 

Manager – Policy and Scrutiny. 
 
 
143 UPDATES FROM CHAIRS OF BOARDS 
 
The Board received an update on the work of the Scrutiny Advisory Boards, Panel 
and Committee from each of the Chairs. 
 
(1) Scrutiny Panel - Adults 
 
Mr M Wilson advised members that since the last meeting the Board Scrutiny 
Advisory Board for Adults had considered Delayed Transfers of Care, the Learning 
Disability and Autism Board, the Promoting Independent Programme, and 



 

Safeguarding Adults.  The next meeting would take place on 1 April and would 
consider the Social Care Green Paper, Adult Social Care Charging Policy, Assistive 
Technology and Safeguard Adults. 
 
Members were informed that a series of joint meetings between the Cumbria Health 
Scrutiny Committee and Adults’ Scrutiny Advisory Board were taking place to look at 
areas covering the closer integration of Health and Care Services. 
 
(2) Cumbria Health Scrutiny Committee 
 
Ms C Driver updated the Board on the work of Cumbria Health Scrutiny Committee.  
It was explained a number of issues including HealthCare for the Future of West, 
North and East, Mental Health Services, HealthWatch Learning Disabilities Report, 
Potential Merger between Cumbria Partnership Foundation Trust and North 
Cumbria University Hospitals NHS Trust, Digital Records and Cancer Services in 
North Cumbria had been considered. 
 
The Board noted that the next meeting of the Committee would consider Quality 
Accounts, HealthCare for the Future of WNE, Mental Health Services, Podiatry 
Services in North Cumbria and Cancelled Operations. 
 
Members were informed that a meeting of the Joint Cumbria and Lancashire Health 
Scrutiny Committee was planned for later in March to consider the Better Care 
Together Work Programme and joint meetings between the Cumbria Health 
Scrutiny Committee and Adults’ Scrutiny Advisory Board would also take place to 
consider areas covering the closer integration of Health and Care Services. 
 
(3) Cumbria Police and Crime Panel 
 
The Board received a written update from Mr W McEwan on the work of the 
Cumbria Police and Crime Panel and any issues and developments that had 
occurred since the last meeting. 
 
Members were informed that the main purpose of the meeting had been to consider 
the Council Tax precept for policing for 2018/19.  It was explained that in Cumbria 
the Commissioner had proposed to raise the precept by 10.29% which represented 
an increase of £23.94 per annum for a band D property taking the total police 
element of the precept at band D to £256.68 annually.  It was explained that despite 
some reservations the Panel had unanimously agreed that the precept of 10.29% be 
supported without qualification.  The increased funding through the precept would 
expand the current force by a further 20 police officers which built on the 25 
increase last year to continue to ensure the county remained safe and tackled rising 
crime rates. 
 
Members were given an overview of future topics for the Panel which would include 
current performance against Objectives 7 and 8 of the Police and Crime Plan 
together with attendance by the Independent Office for Police Conduct (IOPC) to 
provide an update on their work.  
 
 



 

(4) Scrutiny Panel – Communities and Place 
 
Mr S Collins provided an update on the work of the Communities and Place 
Advisory Board. 
 
Members were informed that since their last meeting Communities and Place 
Advisory Board had considered the Council’s Equality Action Plan, the delivery of 
the Council’s Integrated Risk Management Plan 2016-2020, and the IRMP Year 3 
Action Plan in particular, an update on the Council’s area planning approach and 
achievements to date and planning activities and an update on the proposed 
Borderlands Growth Deal and the development of the new Local Industrial Strategy 
for Cumbria. 
 
The Board noted that Cabinet had considered the findings and recommendations 
made by the Waste and Third Sector Task and Finish Group.  It was explained the 
Group had made a total of six recommendations covering approaches to reuse at 
Council facilities and within Council policies and strategies, and also the role of the 
Council in co-ordinating activity to bring together voluntary sector and waste 
partners, and area-based approaches to reuse.  Members noted that five out of the 
six recommendations made by the Group were accepted by Cabinet members, and 
the Board would monitor and assess progress on implementation over the coming 
months. 
 
Members noted that in addition the small working group established by the Board to 
focus on preparations for the forthcoming inspection of Cumbria’s Fire and Rescue 
under the new national inspection framework, held its final of three thematic 
sessions in December 2018 which had focused on the three elements of the 
inspection framework – People, Efficiency, and Effectiveness.  The Group 
considered the findings of self-assessments undertaken by the Service, and 
explored new ways of working in relation to staff engagement, community 
engagement, and equality and diversity. 
 
The Board would review and refresh its Work Programme over the next 12 to 18 
months. 
 
(5) Scrutiny Panel – Children and Young People 
 
Mrs V Tarbitt updated the Board on the work of the Scrutiny Panel for Children and 
Young People.  Members were informed that in February the Children and Young 
People’s Board had met to consider reports on Child Sexual Exploitation, 
programmes to attract more people into Children’s Social Work and the ‘Being a 
Child in Cumbria’ report, produced by Barnardos. 
 
The Board received an update on additional activity undertaken and planned by the 
Board which included joint working with the Corporate Parenting Board to undertake 
training on Signs of Safety, a preventative approach the works with families to 
identify strengths they could build upon to prevent children needing statutory 
interventions.  Members noted that the Panel had also received a presentation on 
the 0-19 Commissioning plans ahead of them being considered by Cabinet.  It was 
explained there were plans to receive a presentation from the Police and Crime 



 

Commissioning regarding County Lines to understand how the police and partners 
were working to tackle the problem.  The Board noted that over the past year 
members of the Board have begun to raise questions about Special Educational 
Needs and Disabilities (SEND) and the growing pressure on these services.  
 
Members were informed there would be a full review of the first year’s Children’s 
Improvement Plan following Ofsted’s 2017 inspection.  It was explained that the 
Board was keen to be assured that improvement was continuing and that the 
Council was on track for a future Ofsted rating of Good or Outstanding. 
 
 
144 CUSTOMER PROGRAMME UPDATE 
 
The Board considered a report from the Executive Director – Corporate, Customer 
and Community Services which provided an update on the Customer and Digital 
programme. 
 
Members were informed that the Customer and Digital Programme was a key 
transformation programme that supported the delivery of the Council Plan and 
Customer Strategy.  It was explained that the Programme had developed from the 
Digital Transformation Programme and now included the Service Centre transitions, 
face to face customer contact and the end to end customer journey. 
 
The Board noted that there was a deliberate focus over the next nine months on 
delivery in key areas, demonstrate proof of concept and prove the added value of 
this way of working across the organisation in terms of improvements in customer 
experience and efficiencies.  
 
The Cabinet Member for Customers, Transformation and Fire and Rescue gave a 
brief introduction and informed the Board of the work being undertaken in the 
background which had allowed the Programme to gain momentum.  She highlighted 
the ambition was for a consistent high quality customer experience across all 
services.   
 
The Board welcomed consistency across all services to promote familiarity.  
Members noted that whilst this was the ultimate aim it was acknowledged this would 
be challenging.  
 
Members were keen to understand learning from enquiries, complaints and 
feedback and how consistently this was being undertaken across all areas.  It was 
acknowledged that work was still required but there were feedback mechanisms in 
place through the website, together with ‘huddles’ in the service centre to obtain 
anecdotal feedback.  Officers highlighted the importance and value of genuine 
feedback from customers to improve services.   
 
Members raised the issues encountered due to a number of services being the 
responsibility of other authorities.  It was explained that ultimately it was envisaged 
there would be a single knowledge base which would cover all authorities and 
enable customers to access the information and services they required easily and 
quickly. 



 

 
The Board welcomed the key principles and members also suggested that the use 
of a Wikipedia engine should be considered which could be integrated with a 
knowledge base both internally and externally.  Officers confirmed that this 
opportunity was being investigated. 
 
A discussion took place regarding the sole use of IT for all customers and whilst 
they would be encouraged to self-serve it was acknowledged that the Authority were 
mindful of vulnerable customers who may not have access or the ability to use 
on-line facilities.  The need to ensure the website and other digital formats were fit 
for purpose was highlighted. 
 
Members discussed the work already completed highlighting the agreed move of the 
existing highways hotline into the Service Centre.  The Board gave positive 
feedback regarding the highways hotline service and queried the future for existing 
staff.  Officers explained that initial discussions had taken place and confirmed there 
would be no staff redundancies.  It was highlighted that as well as a robust training 
programme for staff in the Service Centre they would also accompany colleagues 
involved in highway services to ascertain a knowledge of individual areas and 
services.  The Board emphasised the importance of training and local knowledge. 
 
A discussion took place regarding the indicative timeline for implementation and 
members noted the opportunities for adult social care and early years.  The Board 
questioned the lack of any reference to children’s services and were informed this 
was in the process of being scoped.   
 
Members welcomed the scoping for adult social care and questioned how well this 
would be integrated with health partners and Integrated Care Communities (ICCs) 
and how it would be reflected on the work programme.  Officers confirmed that 
integration with health partners and ICCs would definitely be part of the programme. 
 
A discussion took place regarding Freedom of Information (FOI) requests and 
members were informed they were increasing with limited resources available to 
deal with them.  It was explained that it was intended to make processes more 
efficient and automated in the future.   
 
Members were informed it was anticipated if complaints were also dealt with from 
the Service Centre existing resources could be realigned to carry out value added 
work on complex issues. 
 
A discussion took place regarding applications for skip permits and a request was 
made to investigate restricting those for a maximum of two weeks.  A concern was 
raised regarding unlicensed works being undertaken on the highway and members 
suggested that information should be visible on-site to the general public.  It was 
explained that details of all permits would be held by the Service Centre, therefore, 
any concerns could be investigated through them. 
 
Members discussed the challenges around the Programme in driving the initiative 
forward and requested further information on training programmes.  Officers 
acknowledged that culture and the willingness to change was the biggest issue.   



 

 
During the course of discussion members asked whether any customer focus 
groups had been established to test the system.  Officers acknowledged the 
importance of testing the system and confirmed this would be undertaken by both 
customers and staff.  Members were informed that positive feedback had been 
received via e-mail and they highlighted the importance of verbal feedback too.   
 
During the course of discussion it was suggested that educational establishments 
be approached with a view to them developing some of the front end of the system. 
 
The Chair, on behalf of the Board, thanked the Cabinet Member and officers for 
their presentation and asked that they give a further update at a future meeting. 
 
RESOLVED, that 
 
 (1) the presentation be noted; 
 
 (2) a further update be considered by the Board in September. 
 
 
145 SCRUTINY MANAGEMENT BOARD BRIEFING 
 
The Board considered a report which provided an update on any issues and 
developments that had occurred since the meeting of the Board on 
22 November 2018. 
 
Members asked that Cumbria Health Scrutiny be included on future Forward Plans 
of the Board. 
 
RESOLVED, that  
 
 (1) the range of activity be noted; 
 
 (2) the Work Programme be noted and updated accordingly; 
 
 (3) the Forward Plan be noted. 
 
 
146 DATE OF NEXT MEETING 
 
RESOLVED, that the next meeting of the Board will be held on Friday 

28 June 2019 at 10.00 am at County Offices, Kendal. 
 
 
 

The meeting ended at 11.35 am 
 


