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AWEND Y 3

Review of services provided to elected members

We are carrying out a review of the services we provide to elected members.

We are seeking detailed constructive comments on each aspect of how to better support elected members in
carrying out their frontline duties.

1. We currently provide the following range of secretarial and administrative services.

* Typing correspondence

* 24 hour dectaphone answering machine

* Provision of IT consumables and stationery, including compliment slips and
business cards _

* Arranging and promoting local member surgeries

* Organising travel and accommodation for seminars/conferences

* Freefone facility

How could we improve the current range of services available to better help you?

-

v

2. Which of these services do you find most helpful and why?

rY

A

3. Are there any services that you do not use at present and if so, is there a reason?

s




Review of services provided fo. elected members

4. Which of these services could be provided more convemently or effectlve[y in
other ways?

A

5. What other services do you think would be vaiuable to assist you in your frontline,
community leadership role?

1. Are you satisfied with the level of IT support which is available to you?

.

v

2. how could the current range of IT services for members be improved?

s

<+

3. How can the council make greater use of IT to disseminate papers for council
meetings or give you greater access to useful information?

N




Review of services provided to elected members

4. What use (if any) do you make of the members’ web pages I counczllor corner, and
how could these be improved?

1. What additionaf support and information do you need from the council to support
you in your community leadership role? (eg, would a dedicated neighbourhood
support officer be useful)

-

2. How are you informed about things that are happening in your division and do
these arrangements meet your needs weli?

3. How could this be improved?

b

4. What events/activities do you get invited to as a local councillor?

E-.

4




5. Of the invites you receive, which events do you attend?

S

4

6. How could the council assist your greater involvement with community activity
(voluntary groups, liaison with local businesses, etc) within your division?

P

«

7. How couid the council make greater use of your community knowledge and
network of local contacts to provide better local services?

Py

8. What measures do you think should be used by local people to judge the

effectiveness of their local councillor?




Review of services Jprovided to elected members

9. What training or development opportunities (eg, mductlon checkl;sts of act;ons for
newly appointed members, montoring by or shadowing of, other members, skills
influencing, negotiating, mediating and brokering consensus), would help you
perform your community leadership role more confidently and effectively?

.

1. Please add any further comments or observations on current service levels and
possmle improvements which would be helpful to you.

A
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Council Task and Finish Group

1 November 2010 4

Public

REVIEW OF SERVICES PROVIDED TO ELECTED MEMBERS

Responsible Officer Richard. Thomas
Email:  richard.thomas@shropshire.gov.uk Telephone:  (01743) 252725

1.0 Summary

1.1 The purpose of the survey was to establish if the current services offered to
Members are sufficient and whether additional support would assist Members
in their community leadership role.

2.0 Recommendations

2.1 The Task and Finish Group is requested to agree the requested improvements
in support for elected Members set out in Section 4 of the report; the need for
Member training in the use of electronic information, as set out in Sections 5
and 6; and the Community Leadership role of frontline Members set out in
Sections 7 and 9, including the provision of new training and development

~ opportunities.

REPORT
3.0 Introduction

3.1 In August a survey form was issued to all Members inviting responses in
relation to four particular topic areas, namely:

General service offered by the Member's Secretariat;

[T support and accessibility,

Community leadership; and

General comments on service levels and possible improvements.

0 000

3.2 To enable responses to be given in the most convenient way Members were
invited to complete the questionnaire either electronically or in writing.

Contacl: Richard. Thomas on (01743) 262725 1 J
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3.3

3.4

3.5

3.6

3.7

4.0

4.1

To date 48 replies have been received, giving a response rate of
approximately 65%. The detailed responses to the individual questions are
set out in Appendix 1 to this report. The most important finding is the
relatively low level of usage of the services available. Although the current
range of services compares favourably to the eight other Councils contacted,
details of which are contained in Appendix 2, a significant number of
respondents (60%) say that they do not use either the typing (35%) or
dictation (25%) service and prefer to compose their own correspondence.

Indeed, some Members stated that services could be provided more
conveniently and at lower cost by allowing them to access a letter template
and to update a ‘blog’ on their own webpage. Similarly, few members (10%)
seem to utilise the freephone service which costs £x per annum to provide
and discontinuance could provide an immediate saving.

The majority (52%) only use Members’ Services for ordering and collecting
stationery which is a service which could be undertaken in a number of
different ways. The hooking of surgeries, travel and accommodation another
service that is well used by members, although 15% of respondents stated
that they did not use the travellaccommodation booking arrangements
because they could often locate cheaper travel and accommodation
themselves.

Other comments regarding general improvements to the range of services on
offer centre on the reinstatement of the pocket diary, the regular provision of
up-to-date printed internal contact lists and the opportunities for Members'
Services staff to manage individual members’ diaries (15%) as some of them
find it difficult to access the electronic diary remotely.

Some of the respondents who are not Shrewsbury-based (12%) would also
like to see secretarial facilities located in the local area HQs so as to reduce
the need for them to travel to Shirehall.

Matters for Consideration

The Task and Finish Group is requested to consider and agree the
following requests from members for improved support:

o Provide access to Members’ services at area headquarters;;

-
o Re-introduce the paper internal telephone directory or investigate the

alternatives,;

o Provide a list of key confacts to all members. (An updated list was
distributed recently).

o Provide letterheads and accessible templates to enable Members to type
their own correspondence if they so wish;

o Introduce diary management for members by the Members' Secretariat;

Confact; Richard, Thomas on (01743) 252725 2
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5.0
5.1

5.2

5.3

5.4

5.5

5.6

o Remove the freephone facility due to lack of use, (with consequent
savings);

o Evaluate the travel and accommodation booking service to determine if the
most cost effective methods are used;

o Re-introduce the paper Council diary or investigate the alternatives.
(Members will recall the decision at the last meeting not to issue a pocket
diary in future).

Members IT / Business Management

A very significant number of respondents (84%) regard the leve! of IT support
as satisfactory, However, a small number (4%) favour a change in the
operating system and email platforms, because the current systems do not
meet their current needs.

A slightly larger proportion of respondents (12%) identified the need to
improve members’ IT skills through member training which would then make
them less dependent on IT and Members’ Services staff.

The need for further training was again seen as paramount amongst the 54%
of respondents who either stated that they did not use the Members' area of
the webpage (24%) or Councillors’ Corner (30%)or who use them only
occasionally. Training was also seen as the best way to encourage members
to gain an increased understanding of the facilities available which includes
electronic access to committee papers through the web site, as well as a
variety of documents and other relevant information.

With regard to the Council diary, the recent decision not to produce a printed
pocket version is at odds with the expectations of a small number of
respondents. However, a further 15% of respondents would prefer to see the
retention of paper based agendas and reports, rather than see any increased
use of electronic media.

Clearly, knowledge levels amongst members about the types of information
available electronically and how to access it varies. Perhaps the comments in
paragraph 5.4 above are a reaction to actual or perceived difficulties in
accessing material by electronic means. Hopefully, as these comments
pre-date the most recent training given to all political groups on the content of
the website, getting the best out of Councillors’ Corner and also the Members'
webpages, the number has diminished. Nevertheless, the related criticism
that members receive a large number of communications that are not specific
to their needs and, consequenily, spend a lot of time searching for info that is,
has to be borne in mind.

Given the differing levels of knowledge about using electronic media it is clear
that additional training in this area is essential if the Council wishes fo utilise

Contact: Richard. Thomas on (01743} 252725 3
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|

6.0

7.0

7.1

7.2

7.3

more electronic applications, to communicate with and provide additional
information/services for members.

Matters for Consideration

The Task and Finish Group is requested to agree the following changes,
based on comments from members:-

« Improve the information about and training on navigating Councillors’
Corner.

Training sessions have been provided to all political groups since
the survey was undertaken.

» Review the airangements for providing general information to members.

- Hopefully, the improvements to the Councillors’ Corner and the
introduction of the monthly Bulletin will have addressed most of the
concerns about general information for members.

» Review the capabilities of the Council’s electronic diary, with a view to
improving its functionality.

Community Leadership

Members were invited to comment on the value they would place on
dedicated neighbourhood officer to assist them to develop and maintain their
role as community leaders. While some respondents (15%) believed that this
could be helpful, the same proportion asked for the precise nature of this role
to be defined before committing themselves. They regard such operational
support as putting up posters and the distribution of leaflets as being of
particular benefit. However, a much more significant proportion (39%) felt
there was no need for such support at all.

A number of respondents again expressed their concerns about the
availability of local service-based information to them. They want a list of
Directorate contacts to be established, circulated and maintained so as to
enable most enquiries to be directed to the correct officer. They also consider
that the lack of up-to-date information in a consistent style actually inhibits
them in their role as community leaders. Some respondents (9%) consider
the greatest support they could receive would be the dates when major
projects or maintenance works are to take place within their divisions prior to
that work commencing. A further 6% consider there is a need for officers to
treat their requests for information with more urgency

Respondents appear to receive information about events planned for or
occurring in their division by a variety of means. The majority (52%) state that
they have to find the information themselves through the media. A further
38% of respondents tends to receive this information from Council staff, either
personally or via email. The majority feel that the current arrangement do not
meet their needs or the needs of their communities. Just over a quarter

[ Contact: Richard. Thomas on (01743) 252725 4
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7.4

7.5

8.0
8.1

(27%) of respondents state this could be improved by officers or departments
informing them direct and a further 12% feel that a policy or protocol should
be established to ensure that information is distributed in an agreed fashion,
rather than being left to individuals to decide. Conversely, 21% of respondents
said that they consider the current service to be satisfactory and do not feel
that it requires any improvement.

The opportunity to identify the types of local events members support
revealed that a very significant proportion of respondents (70%) attend as
many events occutrring in their Division as possible. Most members have an
extensive knowledge of their local communities and the events attended is
wide-ranging. Apart from the usual ParishfTown Council meetings, they
include school, community ad fund-raising events, police, charity and
residents’ meetings, as well as Local Joint Committee meetings.

Some members would like to develop this role but state that they need more
training in such matters as mediating (15%), directorate/service matters
(15%), mentoring (12%) and public speaking and control (12%).

In response to the question how could greater involvement in the local
community be promoted, respondents highlighted the ability to recover travel
costs, the general promotion by the Council of members a community leaders.
A large proportion (39%) believe that members should be actively involved in
decisions affecting their divisions and, where appropriate, they should be
consulted, or at least informed, before any local action is taken. Some
members suggested their involvement on project boards and the ability to
have control over some part of the budget within their own divisions.

Matters for Consideration

The Task and Finish Group is requested to agree the following changes
based on comments from members:

. Improve communications between officers and local members about
key events and actions in their Divisions.

- Since the survey, members have received two monthly bulletins
informing them of key Council decisions which they can use to
brief their local parish/town councils.

. Reinforce the terms of the Local Member Protocol with regard to
planned works/events prior to their commencement.

- The protocol has been reviewed and found to be fit for purpose.
. Better promote the role of local members as community leaders.
- Action is being taken to define members’ role as community

Teaders and to enhance their standing in their local communities,
including:-

Contact: Richard, Thomas on (01743) 252725 5
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8.2

9.0

9.1

9.2

9.3

0.4

9.5

How should members be involved in decisions which affect their
own divisions?

Should the Council introduce devolved budgets for individual
members?

Should public information be provided identifying the
achievements of local members?

. Conduct a skills audit to analyse and determine the skill levels and
training needs of local members.

- This work is ongoing.

The reaction of the majority of respondents to the gquestion about measuring
their own personal effectiveness was that this shouid be left to the judgment
of the electorate at local government elections. This is not entirely consistent
with other points made elsewhere in the survey. Some respondents consider
that effectiveness could be measured by reference to their accessibility, (18%)
their individual profile in their local communities (18%) and time taken to
respond to (12%). '

Conclusion

It is probable that a 65% return is statistically robust enough to make a
realistic assessment of members’ views on the quality and range of Members’
Services. And if those who did not reply are assumed to be satisfied with the
facilities currently available, there appears to be high levels of satisfaction
among those members using the service. But, despite this much of what is
being provided is used by relatively few of the membership.

While some parts of the current service are valued, they would be undertaken
more efficiently elsewhere and savings could be made by discontinuing those
parts which have been either superseded or are now classes as unnecessary.
Consequently, it is proposed to conduct a review of the efficiency of Members’
Services function.

The views of respondents on how they could be assisted in their community
leadership role remain uncertain. While a third felt that direct and dedicated
support would be of assistance, a greater proportion felt that there was no
need for this.

One of the areas where a more consistent view could be discerned was in
regard to training. Members feel that their community leadership role could
be enhanced through the development of new specific skKills in this area.

A community leadership and development framework will be presented to the
next meeting of the Task and Finish Group.

Some concern has been expressed about the timelines of information
provided to members by officers. While the necessary requirements are

Contacl: Richard. Thomas on (01743} 252725 6

h:\support\pooficommiteeVask and finish groupreport - members’ services.doc




Task and Finish Group : 1 November 2010 : Review of Services Provided to Elected Meinbers J

contained in the Local Member Protocol, which has been endorsed by the
Task and Finish Group, these responses indicate a lack of consistency in the
way the protocol is being implemented at present. This is probably due to a
lack of clarity amongst the senior officer corp and attention will be drawn to its
contents once the structural review has been completed

Contact: Richard. Thomas on (01743) 262725 7
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APPENDIX 1

| Survey Responses - General Services

Question1 We currently provide the following range of -secretarial and
administrative services:

* Typing correspondence

» 24 hour dictaphone answering machine

» Provision of IT consumables and stationery, including
compliment slips and business cards

= Arranging and promoting iocal member surgeries

» Organising travel and accommodation for seminars/conferences

» Freephone facility

How could we improve the current range of services available to better
help you?

The following trends were identified:

Paper Council diary

Paper internal telephone directory / departmentat contacts list
Member services available at area headquarters

Access to letterhead with Member details electronically
Training to enable Members to undertake tasks themselves

O 0 o0 C 0 O

Access to electronic diaries / Diary / meeting organisation

Full list of services available

o]

o) Members able to provide a list of problems / issues that will
then be directed to the correct department for action

o Conference calls

Main improvements identified

o Access to electronic diaries / Diary / meeting organisation
(15%)
o Paper Council diary (12%)
o Paper internal telephone directory / departmental contacts list
(12%})
o) 17% felt that the services offered at present were sufficient
Contact: Richard. Thomas on (01743) 262725 ‘ 8 J
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Question 2 Which of these services do you find most helpful and why?
The following trends were identified:

o) Provision of stationery and consumables

o Typing / Dictaphone

o Arrangement of surgeries
o Organising travel / accommodation

o Advice and signposting

Main services identified as most helpful
o Provision of stationery and consumables (52%)

o Typing / Dictaphone (23%)

Question 3 Are there any services that you do not use at present and if so, is
there a reason?

The following trends were identified:

o Typing

o) Dictaphone

o Travel / Accommodation arrangement
o Freephone

o Surgery organisation

o All

o Diary Management

The main reason identified for not using the services is that Members

undertake the tasks themselves.

Main services identified as not used

o Typing (35%)

o Dictaphone (25%)

o Travel / Accommodation arrangement (15%)
o Freephone (10%)

Question 4 Which of these services could be provided more conveniently or
effectively in other ways?

The following trends were identified:

o Members type their own letters

F)ontact: Richard. Thomas on (01743) 252725 9 J
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o Members undertake all tasks themselves
o} Member services available at area headquarters

o Leave the services as they are

Main improvements identified

o Leave the services as they are (30%}
o Member services available at area headquarters (12%)
o Members type their own letters (9%)

Question 5 What other services do you think would be valuable to assist you in
your frontline, community leadership role?

The following trends were identified:

o Webpage / Blog for Member updates — accessible to public

o) Answers to frequently asked questions

o General awareness of what is available

o Nothing — keep services at they are

o Better {T accessibility

o Paper internal telephone directory / departmental contacts list
o Paper Council diary

A wide range of other services were listed within individual responses.

Main improvements identified

o Webpage / Blog for Member updates — accessible to public
(21%)

o Nothing — keep services at they are (15%)

o Paper internal telephone directory / departmental contacts list
(6%)

[ Survey Responses - Members IT / Business Management

Question 1 Are you satisfied with the level of IT support which is available {o you?
The following trends were identified:

o Yes (84%)
o  No(4%)
o Mostly (9%)

Conlact: Richard. Thomas on {01743) 262725 40
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Question 2 How could the current range of IT services for members be improved?

The following trends were identified:

o Training
o Change operating system / email platform
o Nothing to improve

o Webpage with blog

A wide range of other services were listed within individual responses.
Main improvements identified

o Nothing to improve (24%)
o) Training (12%)
o Webpage with blog (9%)

Question 3 How can the council make greater use of IT to disseminate papers for
council meetings or give you greater access to useful information?

The following trends were identified:

o Better designed / more accessible ‘Councillor Corner' with

papers listed

o) ' Provide paper copies
o Access via IT / email
o Profile members information needs so that only the required

information is directed

Main improvements identified

o Provide paper copies (15%) .
o Better designed / more accessible ‘Councillor Corner’ with

papers listed (12%)

It is apparent that the knowledge of the services available electronically is
inconsistent, therefore, training in navigation and ‘Councillor Corner’ may

increase electronic accessibility.

Question 4 What use (if any) do you make of the members’ web pages / councillor
corner, and how could these be improved?

The following trends in usage were identified:

o Not used (24%})

Contact: Richard. Thomas on (01743) 252725 11
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o}

o}

Hardly used (30%)
Used (24%)

Main improvements identified

o}

O

O

More fraining / understand capacity (21%)
Reduce complexity / increase accessibility (15%})
Increase functions of diary (9%)

rSurvey Responses - Community Leadership

Question 1 What additional support and information do you need from the council
to support you in your community leadership role? (e.g. would a
dedicated neighbourhood support officer be useful)

- The following trends were identified:

o}

c o 0

o]

Informing Members of what work is to be carried out in their
area before work commences

Officers to reply promptly fo enquiries

Directorate contacts

Advice on what is available

Operational support — e.g. putting up posters, distributing

Ieaﬂe_ts

Main improvements identified

o Informing Members of what work is to be carried out in their
area before work commences (9%)

o Officers to reply promptly to enquiries (6%)

o] Directorate contacts (6%)

o 15% stated that a dedicated neighbourhood support officer
would be useful

o 15% stated that they already had a neighbourhood support
officer

o 30% stated that dedicated neighbourhood support officer was
not needed

o) 15% stated that further role definition was required before
deciding 7

[COntact: Richard. Thomas on (01743) 252725 . 12 J
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Question 2 How are you informed about things that are happening in your
division and do these arrangements meet your needs well?

The following trends were identified:

o}

Media (52%)

Email / internet / blackberry (20%)
Regeneration Officer / Staff (18%)
Public (9%)

Own means (1%)

The majority felt that the current arrangements did not meet their needs as

they were rarely informed by the Council and found the information from

other sources, particularly the media.

Question 3 How could this be improved? (based on question 2 of this section)

The following trends were identified:

O

O

Officers to keep Members-informed

Policy and protocol created to ensure information is
disseminated

Email information

Opportunity for Members to comment on press releases prior

fo release to media

Main improvements identified

Officers to keep Members informed (27%)
Policy and protocol created to ensure information is
disseminated (12%)

21% felt that the current service was satisfactory and does not
require improvement.

Question 4 What events/activities do you get invited to as a local councillor?

The following trends were identified:

Schoot events

Q
o Community / Fundraising events
o Church events
o) Town Council
[ Contact: Richard. Thomas on (01743) 252725 13
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o Parish Council

o Police / Community meetings
o LJC's

o Equality and Diversity groups
o Local / County Shows

A wide range of other events were listed within individual responses and

several stated that there were too many events {o list.

Question 5 Of the invites you receive, which events do you attend?
The following trends were identified:

o All possible (70%)
o Local only (12%)
o Community events (15%)

Question 6 How could the council assist your greater involvement with
community activity (voluntary groups, liaison with local businesses,
etc) within your division?

The following trends were identified:

o Pay travel cosis

o Promote Members as community leaders

o Create a directorate contact list

o Better communication of key Council messages
o Promotion of Members and their contact details
o Training and ongoing support

o Diary of events

o Reduced workload

o Dedicated local officers

o Liaison with other wards / areas

Main improvements identified
o Diary of events { 9%)
A wide range of other improvements were listed within individual responses.

27% felt that no further support was required.

Contact: Richard. Thomas on (01743) 252725 14
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Question 7 How could the councili make greater use of your community
knowledge and network of local contacts to provide better local
services?

The following trends were identiified:
o) Ask / Inform Members before local action
o Greater involvement
o Members on project boards
o Control of budgets within their ward / division
o Named officer to direct requests to
Main improvements identified
o Ask / Inform Members before local action (39%)
o Members on project boards (9%)

Question 8 What measures do you think should be used by local people to judge
the effectiveness of their local councillor?
The following trends were identified:

¢! Council elections
o) Response times
o) Accessibility
o Profile
¢! Questionnaires
o ‘Rate your Councillor’ website
o Seeing action
Main methods identified
o Council elections (30%)
o Accessibility (18%)
o Profile (18%)
o) Response times {(12%)
[COnract: Richard. Thomas on (01743) 252725 15
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Question 9 What training or development opportunities {eg, induction checklists
of actions for newly appointed members, mentoring by or shadowing
of, other members, skills influencing, negotiating, mediating and
brokering consensus), would help you perform your community
leadership role more confidently and effectively?

The following trends were identified:

o Induction checklists

o Mediating / Negotiating training

o Mentoring

o knowledge of all services and directorate contacts
o Public speaking / Meeting control training

o IT training

Malin training needs identified

o Induction checklists (15%)

o Mediating / Negotiating training (15%)

o Knowledge of all services and directorate contacts (15%)
o Mentoring (12%)

o Public speaking / Meeting control training (12%)

A wide range of other training needs were listed within individual responses.

[ Survey Responses - Any Other Comments

Question 10  Please add any further comments or observations on current service
levels and possible improvements which would be helpful to you.

The following trends were identified:

o Happy with current situation and services provided by Member
Services

o Initial first contact with the public is important

o) Officers see themselves as employees of the Council and not

as promoters for their local community .
o Online list of Officers and their job descriptions would be a
useful tool to identify responsible officers

o Be informed of decisions befare they are released to the public
o) Paper diary was a useful resource and should be reintroduced
Conlact: Richard. Thomas on (01743) 252725 18 J
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0 Press cutting service was a useful resource and should be

reintroduced

o General training should be improved
o fnclude Members in identifying priorities for cost savings
o Council should be run like a business
Contact: Richard, Thomas on (01743) 252725 17

hasupportfipoohcommitea\fask and finish groupveport « members' services.doc




Review of services prdvided
to elected Members

Summary of Findings

September 2010

Contents -

General Services

Members IT / Business Management
Community Leadership
Comments

Summary

' A
O worhNeA




| General Services

Question 1 ‘
We currently provide the following range of secretarial and administrative services.
»  Typing correspondence
n 24 hour detaphone answering machine
»  Provision of IT consumables and stationery, including compliment slips and business cards
= Arranging and promoting local member surgeries '
=« Qrganising travel and accommodation for seminars/conferences
= Freefone facility
How could we improve the current range of services available to befter help you?

The following trends were identified:
o Paper Council diary '
Paper internal telephone directory / departmental contacts list
Member services available at area headquarters
Access to letterhead with Member details efectronically
Training to enable Members to undertake tasks themselves
Access to electronic diaries
Diary / meeting organisation
Full list of services available ‘
Members able to provide a list of problems / issues that will then be directed to the correct department
for action
o Conference calls

o0 COO0OCOC0

Main improvemen'ts identified
o Paper Council diary (12%)
o Paper internal telephone directory / departmental contacts list (12%)

Question 2
Which of these services do you find most heipful and why?

The following trends were identified:

o Provision of stationery and consumables
Typing / Dectaphone
Arrangement of surgeries
Organising travel / accommodation
Advice and sighposting

o 0 0 ¢

Main services identified as most helpful
o Provision of stationery and consumables (60%)
o Typing / Dectaphone (27%) ‘

Question 3
Are there any services that you do not use at present and if so, is there a reason?

The following trends were identified:
o - Typing
Dectaphone
Travel / Accommodation arrangement
Freephone
Surgery organisation
All
Diary Management
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The main reason identified for not using the services is that Members undertake the tasks themselves.




| Members' IT / Business Management

Question 1
Are you satisfied with the level of IT support which is available to you?

The following trends were identified:
o Yes (82%) '
o No (6%)
o Mostly (9%)

Question 2
How could the current range of IT services for members be lmproved‘?

The following trends were identified:
o Training
" o . Change operating system/ email platform
o Nothing to improve
o Webpage with blog

A wide range of other services were listed within individual responses.

Main improvements identified
o Nothing to improve (24%)
o Training (12%)
o Webpage with blog (9%)

Question 3
How can the council make greater use of IT to disseminate papers for council meetings or give you
greater access to useful information?

The following trends were identified:
o Better designed / more accessible ‘Councillor Corner' with papers listed
o Provide paper copies
o Access via IT/ email
o Profile members information needs so that only the required information is directed

Main improvements identified
o Provide paper copies (15%)
o Better designed / more accessible ‘Councillor Corner’ with papers listed (12%)

It is apparent that the knowledge of the services available electronically is inconsistent, therefore, training in
navigation and ‘Councillor Corner’ may increase electronic accessibility.

Question 4
What use (if any) do you make of the members' web pages / councillor corner, and how could these be
improved?

The following trends in usage were identified:
o Not used (24%)
o Hardly used (30%)
o Used (24%)

Main improvements identified
o More training / understand capacity (21%)
o Reduce complexity / increase accessibility (15%)
o Increase functions of diary (9%)




Question 4
What events/activities do you get invited to as a local councillor?

The following frends were identified:
o School events
Community /Fundraising events
Church events
Town Council
Parish Council
Palice / Community meetings
LJC’s
Equality and Diversity groups
Local / County Shows
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A wide range of other events were listed within individual responses and several stated that there were too
many events to list.

Question 5 A
Of the invites you receive, which events do you attend?

The following frends were identified:
o All possible (70%)
o Local only (12%)
o Community events (15%}

Question 6 '
How could the council assist your greater involvement with community activity (voluntary groups,
liaison with local businesses, etc) within your division?

The following trends were identified:
o Pay travel costs
Promote Members as community leaders
Create a directorate contact list
Better communication of key Council messages
Promotion of Members and their contact details
Training and ongoing support
Diary of events
Reduced workload
Dedicated local officers
. Liaison with other wards / areas
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Main improvements identified
o Diary of events ( 9%)

A wide range of other improvements were listed within individual responses.

27% felt that no further support was required.

Question 7
How could the council make greater use of your community knowledge and network of local contacts
to provide better local services?

The following trends were identified:
o Ask/inform Members before local action
o Greater involvement
o Members on project boards




| Any Other Comments

Question 1 .
Please add any further comments or observations on current service levels and possible
improvements which would be helpful to you.

The foliowing trends were identified: '
o Happy with current situation and services provided by Member Services
Initial first contact with the public is important
Officers see themselves as employees of the Council and not as promoters for their local community
Online list of Officers and their job descriptions would be a useful tool to identify responsible officers
Be informed of decisions before they are released to the public
Paper diary was a useful resource and should be reintroduced
Press cutting service was a useful resource and should be reintroduced
General training should be improved
Include Members in identifying priorities for cost savings
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APPENDIX 5

Elected Member Role Description

1. Accountabilities

= To the Division and its communities and to Full Council.

2. Role Purpose and Activity

» Community Leadership
o To represent the community, to serve them all fairly and equally, promoting
tolerance and cohesion.

o To engage with and champion the interests of the local community.
o To encourage the community to participate in the governance of the area.

o To develop an in-depth understanding of local concerns, by consulting the
community especially the most vulnerable.

o To create and develop partnerships with and between all sections of the community
to encourage them to do more for themselves and ensure resources are used
effectively to meet the needs of the area.

o To regularly communicate with the community using e.g. newsletters, emails, phone
or local media, to keep local communities informed and to manage expectations.

» Making Decisions and Overseeing Council Performance
o To contribute to the debate at all Council meetings attended, reaching and making
informed and balanced decisions, overseeing and improving the outcomes for both
your Division and for Shropshire as a whole.

o To contribute to the formation and scrutiny of the council's policies, budgets,
strategies and service delivery.

u Represeknting communities and the Council
o To accurately represent the community to the Council and the Council to the
community.

o When appointed, to represent the Council on local outside bodies, as an appointee
of the Council, promoting common interest and co-operation for mutual gain.

o When appointed, to represent and be an advocate for the Council on national
bodies and at national events,

o Attending meetings of each Parish Council in a Member’s division annually.
o To attend and pro-actively contribute to Local Joint Committee meetings.

* Internal Governance, Ethical Standards and Relationships
o To promote and support open and transparent government.

o To adhere to the highest standards of behaviour in public office and promoting
respectful and effective relationships.

3. Values and Behaviours - To be committed to the values of the Council which are :

o To focus on meeting our customers’ needs.
Working and fearning together.

Valuing our differences.

Building trust together.
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Making resources count.
CONTACT BRIDGET WILIAMS 01743 252916




Skills Required to Carry Out Effective Role as a Member

To fulfil their role as laid out in the role description, an effective Member requires
the following:

Community Leadership

o}

Analytical thinking, including asking good questions and listening to enable people
to feel heard.

Fagilitation and negotiation skills to enable different voices 1o be heard and to help
groups work effectively together.

> Creating conditions needed to build trust

» Relationship building

Self awareness, eg, being aware of own impact on situations and being able to
manage own feelings and responses.

. Able to achieve results in different situations through influencing and using

feedback effectively.
Working with diverse groups to identify problems and find solutions effectively.

Making Decisions and Overseeing the Council’'s Work

O

Knowledge and understanding of the Council’s rules and procedures in relation to
meetings.

An understanding of strategic priorities and key policies.

An understanding of the service contexts behind decisions.

A basic understanding of local government finance and audit procedures.
The ability to challenge ideas and contribute positively to policy development.

Representing the Community and the Council
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Good public speaking skills.
Good presentation skills.
The ability to persuade others and act with integrity.

The ability to work with the media and to identify when additional support from
public relations is required.

Identifying when additional support is required.

Internal Governance, Ethical Standards and Relationships

O

O
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An understanding of the structure of the Council, roles of officers, members and
different agencies and partners.

Respect for, and desire to work with, different groups and individuals.
Have knowledge and understanding of the Member/Officer Protocol.

Have knowledge and understanding of Legal responsibilities e.g. Corporate
Parenting, Safeguarding, Equality and Diversity and Regulatory Committees.

A knowledge and commitment to the values of the Council.

CONTACT BRIDGET WILIAMS 01743 252916




