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BRECKLAND COUNCIL 
 

At a Meeting of the 
 

GENERAL PURPOSES COMMITTEE 
 

Held on Tuesday, 3 March 2015 at 2.00 pm in 
Norfolk Room, The Conference Suite, Elizabeth House, Dereham 

 
 

PRESENT  
Mr P.J. Duigan (Chairman) 
Mr T R Carter (Vice-Chairman) 
Mr W.P. Borrett 
Mrs S.M. Matthews 
 

Mr B J Skull 
Mr A.C. Stasiak 
Mr P R W Darby (Substitute Member) 
Mr R. R. Richmond (Substitute Member) 
 

 
Also Present  
Mr S.G. Bambridge Mr M. A. Wassell 

 
In Attendance  
 Robert Leigh - Head of Information & Customer Access 
Helen McAleer - Senior Democratic Services Officer 

 
 Action By 

 
 

12/15 APOLOGIES (AGENDA ITEM 1)   
  
 Apologies for absence were received from Councillors Chapman-Allen, 

Goreham, Millbank and Steward. 
 
Councillors Darby and R Richmond were present as Substitutes. 

 

   
13/15 DECLARATION OF INTERESTS (AGENDA ITEM 2)   
  
 No declarations were made.  
   
14/15 NON-MEMBERS WISHING TO ADDRESS THE MEETING (AGENDA ITEM 3)   
  
 Councillors Bambridge and Wassell were in attendance.  
   
15/15 INFORMATION AND CUSTOMER ACCESS RESOURCES (AGENDA ITEM 4)   
  
 The Leader of the Council presented the report which proposed additional ICT 

posts to meet the Council’s digital strategy which was a key part of the 
Corporate Plan vision. 
 
The Head of Information & Customer Access explained the need for urgency.  
His responsibilities covered ICT, Customer Services and Communications and 
those three areas supported all of the Council’s other services.  The aim was to 
improve IT which would in turn improve communications and provide more on-
line services.  The technology was available and the Council wanted to offer its 
customers options as well as providing a more streamlined 24/7 service.  Some 
of the current processes in use by the Council needed modernising and that 
work would require a solid, robust and reliable ICT service.  The current 
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agreement with NCC did not meet those needs. The Interim IT Manager’s 
contract was coming to an end and there was an urgent need to get a new 
structure in place.  Additional resources would give the Council flexibility. 
 
The proposal was to change to the Structure set out on page 4 of the agenda.  
However, it was noted that the change from a shared Communications 
Manager to a single, place-based Manager was not part of the current 
proposal. 
 
The proposed IT Manager would need a background in customer orientated 
services and be capable of architecture planning.  There was concern that 
there would be limited candidates for that post.  The .4FTE post was also likely 
to prove difficult to recruit to.   
 
There was £925,000 in the budget already approved for the Transformation 
project.  The proposal would use £310,000 of that money over the next three 
years to provide 3.4FTE wholly Breckland posts which it might be possible to 
share with Partners to reduce costs.   
 
Councillor Carter sought clarification on what the new posts would be for and 
he was advised that historic issues would be addressed first as there was a 
backlog of projects.  All the posts would be advertised immediately. 
 
Councillor Borrett was concerned that the proposal would introduce an extra 
layer in the structure and seemed to indicate that Breckland was less efficient 
than South Holland. 
 
The Head of Information & Customer Access explained that the two Councils’ 
IT contracts were very different.  South Holland used Compass Point and they 
were helping with digitalisation.  However, the Breckland agreement with NCC 
did not include any resource to cover that.  NCC had indicated that they were 
not able to take on that project, whereas Compass Point was happy to take on 
extra work. 
 
Councillor Borrett recalled that the Committee had recently improved an 
increase to the IT establishment and asked if that role was included in the 
3.4FTE proposed.  He was advised that that role finished in September but 
initially it would be in addition to those proposed in the report. 
 
The Leader of the Council explained that the current agreement with NCC was 
not working well and it was therefore necessary to build in resilience to 
maintain the current service and enable capacity for change. 
 
Councillor Borrett suggested that using Compass Point could be an option.   
 
The Leader said that there were a number of options to consider and that was 
why the proposed posts were temporary.   
 
Councillor Bambridge fully supported digitalisation and asked if there was any 
information on the savings and efficiencies it would bring to each department of 
the Council. 
 
The Head of Information & Customer Access said there would be savings but 
there would also be improvements in service.  
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The Leader gave some examples of processes and their costs.  Currently a 
face-to-face enquiry cost about £15 compared to a telephone enquiry which 
cost £3 and an internet enquiry which cost 3p.  The service to non-digital 
customers would also be enhanced to maintain choice for the whole 
community. 
 
Councillor Borrett supported the investment as long as there was a firm 
timetable for implementation and as long as the savings and efficiencies could 
be identified and reported on. 
 
The Head of Information & Customer Access agreed and said there would 
need to be a governance framework and every project would have a business 
plan. 
 
The Leader pointed out that as the cost of each interaction was known it should 
be possible to clearly identify savings and information on call times and 
abandonments was also available and it would be possible to see any changes 
in those percentages. 
 
Councillor Bambridge thought it was important to make savings in the back 
office departments as well as the front facing services. 
 
Councillor Skull supported the proposal in principle although he thought it 
would be difficult to quantify savings, but they should follow on automatically. 
 
Councillor Carter said it was an opportunity to improve service and to not be so 
reliant on NCC.  It would give the Council some control over planning for the 
future. 
 
The Leader concluded by saying that it might also give the Council the 
opportunity to provide services to others if digitalisation resulted in space 
capacity in the Contact Centre for example. 
 

RESOLVED that: 
 
1) a Customer Access and Digitalisation Manager (indicative Grade 

6 subject to job evaluation) be recruited; and 
2) an investment in resources to increase IT management and 

architecture capacity to the equivalent of two grade 7 and .4FTE 
at grade 4 be approved. 

   
16/15 NEXT MEETING (AGENDA ITEM 5)   
  
 The arrangements for the next meeting on 18 March 2015 at 10.00am in the 

Norfolk Room, Conference Suite, Elizabeth House, Dereham were noted. 
  

 

   
 
 
The meeting closed at 2.47 pm 
 
 

CHAIRMAN 


	Minutes

