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Dear Alderman/Councillor,

The above-named Committee will meet in the on Friday, 18th September, 2020 at 9.30
am, for the transaction of the business noted below.

You are requested to attend.

Yours faithfully,
SUZANNE WYLIE

Chief Executive

AGENDA:

1. Routine Matters

(@) Apologies
(b) Minutes
(c) Declarations of Interest

2. Restricted Iltems

(a) Medium Term Financial Plan and Efficiency Programme (Pages 1 - 6)
(b) Finance Update (Pages 7 - 10)

(c) Destination Hub - concept update report (Pages 11 - 16)

(d) Operational Recovery (Pages 17 - 34)

(e) Waste Update — Bryson Recycling and Inner City Box Collections - Including
presentation from Bryson Recycling (Pages 35 - 38)
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Matters referred back from Council/Motions

(a) Motion — National Armed Forces Day 2022 (Pages 39 - 40)

(b) Motion — Procurement Policy — Living Wage (Pages 41 - 42)

(c) Motion — Summer Youth Employment Programme (Pages 43 - 44)
(d) Motion — Closure of Botanic Needle Exchange (Pages 45 - 46)

(e) Motion - Addressing Hate and Intolerance across all our Communities
(Pages 47 - 50)

Belfast Agenda/Strateqgic Issues

(a) Belfast: Our Recovery (Pages 51 - 76)

(b) Customer Focus Programme Update (Pages 77 - 90)
(c) City Region Growth Deal — update (Pages 91 - 96)
(d) Digital programme of work 20-21 (Pages 97 - 104)

(e) UK100 Resilient Recovery Taskforce- Submission to Comprehensive
Spending Review (Pages 105 - 110)

Governance

(a) Proposal to introduce new governance arrangements in relation to Standards
(Pages 111 - 116)

Physical Programme and Asset Management

(@) Physical Programme Update (Pages 117 - 122)
(b) Assets Update (Pages 123 - 126)

Finance, Resources and Procurement

(a) Contracts Update (Pages 127 - 130)

Equality and Good Relations

(@) Rural Needs: Annual Monitoring Report 2019-20 and Review of the
Implementation of the Rural Needs Act (NI) 2016 (Pages 131 - 144)

Operational Issues

(a) Belfast City Council response to the Housing Executive’s Draft Older
People’s Housing Strategy 202021 — 202526 (Pages 145 - 224)

(b) Audit and Risk Panel Report and Minutes of meeting of 8 September 2020
(Pages 225 - 246)



10.

-3-
(c) Minutes of the Meeting of the Party Group Leaders' Consultative Forum
(Pages 247 - 250)

(d) Arevised Code of Conduct for Local Government Employees (Pages 251 -
302)

(e) Minutes of the Meeting of the Climate Crises Working Group (Pages 303 -
308)

Issues Raised in Advance by Members

(a) Application to Ulster History Circle for a blue plaque: Olaudah Equiano -
Councillor McMullan

(b) Babyloss Awareness Week Virtual Book of Remembrance 9-15 October -
Councillor M. Kelly
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Agenda ltem 3a

STRATEGIC POLICY AND RESOURCES COMMITTEE

Belfast
City Council

Subject: Motion — National Armed Forces Day 2022

Date: 18" September, 2020

Reporting Officer: John Walsh, City Solicitor/Director of Legal and Civic Services
Contact Officer: Jim Hanna, Senior Democratic Services Officer

Restricted Reports

Is this report restricted? Yes No X

If Yes, when will the report become unrestricted?

After Committee Decision
After Council Decision
Sometime in the future

Never
Call-in
Is the decision eligible for Call-in? Yes | X | No
1.0 Purpose of Report/Summary of Main Issues

1.1 To consider a motion on a National Armed Forces Day 2022, which was referred to the
Committee by the Council at its meeting on 1% September.
2.0 Recommendation
2.1 The Committee is requested to:
o Consider the motion and if the proposal is agreed a report on how this would be
facilitated, resourced and managed will be brought back.
3.0 Main Report
3.1 At the Council meeting on 1% September, the following motion was proposed by Councillor

Pankhurst and seconded by Councillor Hutchinson:

“This Council agrees to bid for the National Armed Forces Day to be held in Belfast in
June 2022.”
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In accordance with Standing Order 13(f), the motion was referred without debate to the
Strategic Policy and Resources Committee.

Financial and Resource Implications

3.2 None associated with this report.

Equality or Good Relations Implications/Rural Needs Assessment
3.3 None
4.0 Appendices - Documents Attached

None

Page 40




Agenda Item 3b

STRATEGIC POLICY AND RESOURCES COMMITTEE

Belfast
City Council

Subject: Motion — Procurement Policy — Living Wage

Date: 18" September, 2020

Reporting Officer: John Walsh, City Solicitor/Director of Legal and Civic Services
Contact Officer: Jim Hanna, Senior Democratic Services Officer

Restricted Reports

Is this report restricted? Yes No X

If Yes, when will the report become unrestricted?

After Committee Decision
After Council Decision
Sometime in the future

Never
Call-in
Is the decision eligible for Call-in? Yes | X | No
1.0 Purpose of Report/Summary of Main Issues

1.1 To consider a motion on a Procurement Policy — Living Wage, which was referred to the
Committee by the Council at its meeting on 1% September.
2.0 Recommendation
2.1 The Committee is requested to:
o Consider the motion and if the proposal is agreed a report on how this would be
facilitated, resourced and managed will be brought back.
3.0 Main Report
3.1 At the Council meeting on 1% September, the following motion was proposed by Councillor

Murphy and seconded by Councillor Beattie:

“That this council consider promoting a procurement policy that supports the principles
of a real living wage and respects the rights of workers including the right to form and

participate in trade unions.”
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In accordance with Standing Order 13(f), the motion was referred without debate to the
Strategic Policy and Resources Committee.

3.2 Financial and Resource Implications
None associated with this report.

3.3 Equality or Good Relations Implications/Rural Needs Assessment
None

4.0 Appendices - Documents Attached

None
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Agenda ltem 3c

STRATEGIC POLICY AND RESOURCES COMMITTEE

Belfast
City Council

Subject: Motion — Summer Youth Employment Programme

Date: 18" September, 2020

Reporting Officer: John Walsh, City Solicitor/Director of Legal and Civic Services
Contact Officer: Jim Hanna, Senior Democratic Services Officer

Restricted Reports

Is this report restricted? Yes No X

If Yes, when will the report become unrestricted?

After Committee Decision
After Council Decision
Sometime in the future

Never
Call-in
Is the decision eligible for Call-in? Yes | X | No
1.0 Purpose of Report/Summary of Main Issues

1.1 To consider a motion on a Summer Youth Employment Programme, which was referred to the
Committee by the Council at its meeting on 1% September.
2.0 Recommendation
2.1 The Committee is requested to:
o Consider the motion and if the proposal is agreed a report on how this would be
facilitated, resourced and managed will be brought back.
3.0 Main Report
3.1 At the Council meeting on 1% September, the following motion was proposed by Councillor

McLaughlin and seconded by Councillor Beattie:

“This council agrees to work in partnership with other public sector bodies, the Belfast
Chamber of Commerce and the private sector to develop a Summer Youth Employment

Programme.
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This programme should be aimed at 14-21 year olds primarily from areas of multiple
deprivation from across the 4 quarters of the city. The programme will last 6 weeks.

This paid internship will aim to give the young kids of this city a decent wage, improve
their skills and qualities, develop experience and hopefully lead to employment
opportunities for kids from lower socio economic backgrounds in sectors that they
know, enjoy and excel in.

In developing this programme, Belfast City Council should look to Boston Mayor Marty

Walsh’s programme as a model of good practice in this field, which even during the

COVID crisis offered 8,000 posts to young people across the city of Boston.”

In accordance with Standing Order 13(f), the motion was referred without debate to the

Strategic Policy and Resources Committee.

Financial and Resource Implications

3.2 None associated with this report.

Equality or Good Relations Implications/Rural Needs Assessment
3.3 None
4.0 Appendices - Documents Attached

None
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Agenda ltem 3d

STRATEGIC POLICY AND RESOURCES COMMITTEE

Belfast
City Council

Subject: Motion — Closure of Botanic Needle Exchange

Date: 18" September, 2020

Reporting Officer: John Walsh, City Solicitor/Director of Legal and Civic Services
Contact Officer: Jim Hanna, Senior Democratic Services Officer

Restricted Reports

Is this report restricted? Yes No X

If Yes, when will the report become unrestricted?

After Committee Decision
After Council Decision
Sometime in the future

Never
Call-in
Is the decision eligible for Call-in? Yes | X | No
1.0 Purpose of Report/Summary of Main Issues

1.1 To consider a motion on the closure of the Botanic Needle Exchange which was referred to
the Committee by the Council at its meeting on 1% September.
2.0 Recommendation
2.1 The Committee is requested to:
o Consider the motion and if the proposal is agreed a report on how this would be
facilitated, resourced and managed will be brought back.
3.0 Main Report
3.1 At the Council meeting on 1% September, the following motion was proposed by Councillor

Smyth and seconded by the Deputy Lord Mayor, Councillor McCusker:

“This council notes the closing of the needle exchange facility on Botanic Avenue
following on from the closure of the Boots facility in City Centre earlier this year. This

council will invite the Public Health Agency to its next meeting of the People and
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Communities Committee to address these worrying closures of much needed facilities

and what longer term strategy it has in place to:

1. address drug use and misuse in the City Centre,

2. drive forward a civic conversation of drug classifications, legislation and
decriminalisation,
develop harm reduction models that save lives

and proactively addresses the concerns of local residents.”

In accordance with Standing Order 13(f), the motion was referred without debate to the

Strategic Policy and Resources Committee.

Financial and Resource Implications

3.2 None associated with this report.

Equality or Good Relations Implications/Rural Needs Assessment
3.3 None
4.0 Appendices - Documents Attached

None
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Agenda Item 3e

STRATEGIC POLICY AND RESOURCES COMMITTEE

Belfast
City Council

Subject: Motion — Addressing Hate and Intolerance across all our Communities
Date: 18" September, 2020

Reporting Officer: John Walsh, City Solicitor/Director of Legal and Civic Services
Contact Officer: Jim Hanna, Senior Democratic Services Officer

Restricted Reports

Is this report restricted? Yes No X

If Yes, when will the report become unrestricted?

After Committee Decision
After Council Decision
Sometime in the future

Never
Call-in
Is the decision eligible for Call-in? Yes | X | No
1.0 Purpose of Report/Summary of Main Issues

1.1 To consider a motion on Addressing Hate and Intolerance across all our Communities, which
was referred to the Committee by the Council at its meeting on 1%t September.
2.0 Recommendation
2.1 The Committee is requested to:
o Consider the motion and if the proposal is agreed a report on how this would be
facilitated, resourced and managed will be brought back.
3.0 Main Report
3.1 At the Council meeting on 1% September, the following motion was proposed by Councillor

O’Hara and seconded by Councillor Groogan:

“The Belfast Agenda has an ambition to be a welcoming, safe, fair and inclusive City
for all. While we have made significant progress there are opportunities for enhancing

this work. This council recognises the work that has been undertaken particularly by

Page 47



many in the community and voluntary sector to improve relations and realise the Belfast

Agenda. However, gaps remain, including through the allocation of funding.

This Council recognises the scourge of Hate Crime and Incidents in the City. In
2019/2020 there were 694 Hate Crimes and 758 Hate Incidents reported to Police in
the Belfast District Area on the basis of sexual orientation, race and religion. We
appreciate that there is a significant underreporting of hate crimes and incidents. There
were 98 hate crimes and incidents on the basis of transgender status and 171 crimes

and incidents on the basis of disability status across all of Northern Ireland.

This Council recognises that it has a statutory duty to address Good Relations but also
recognises that this is on the limited basis of promoting good relations between persons
of different religious belief, political opinion and racial group. This only covers some of
the hate crime categories yet we understand that to tackle hate and intolerance we
must promote good relations between those groups who experience hate but are not

covered by the Good Relations duty.

This Council therefore commits to:

e Supporting the extension of the Good Relations duty to the hate crime
categories

o Write to the Executive Office requesting flexibility in its Good Relations funding
and request that the Executive Office consider extension of its Good Relations
duties to the hate crime categories

e Council officers scope internal mechanisms re good relations and equality and
diversity funding to fund more proactive work in addressing hate crime and
fulfilling the ambition of the Belfast Agenda.”

o

In accordance with Standing Order 13(f), the motion was referred without debate to the

Strategic Policy and Resources Committee.

Financial and Resource Implications

3.2 None associated with this report.

Equality or Good Relations Implications/Rural Needs Assessment
3.3 None
4.0 Appendices - Documents Attached
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None
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Agenda ltem 4a

STRATEGIC POLICY AND RESOURCES COMMITTEE

Belfast
City Council

Subject: Belfast: Our Recovery
Date: 18 September 2020
Reporting Officer: Suzanne Wylie, Chief Executive
_ Ronan Cregan, Deputy Chief Executive and Director of Finance &
ContaCt Off|Cer: Resources

Restricted Reports

Is this report restricted? Yes No X

If Yes, when will the report become unrestricted?

After Committee Decision

After Council Decision

Some time in the future
Never

Call-in

Is the decision eligible for Call-in?

Yes | X | No

1.0 | Purpose of Report

1.1 To provide Members with an update on the significant work to be taken forward by the Council
and working across government and with city partners to support the city and its communities
to respond and recover from the Covoid-10 pandemic. The strong commitment by Council to
support communities, businesses and vulnerable people during these challenging times is set

out in the attached draft document: ‘Belfast: Our Recovery’.

2.0 Recommendations

2.1 The Committee is asked to:

(i) Note that the Committee will receive a presentation on the key elements of the Belfast:

Our Recovery’ plan for the city as set out within this report;
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(i) Consider and endorse the Belfast: Our Recovery’ and note the priority areas of focus
and the associated support, interventions and programmes committed to within the
framework.

(i) Agree that Party Group Leaders’ and the Chief Executive signatories be included in the
Foreword to demonstrate the strong cross-party commitment and support to the city
recovery.

(iv) Agree that the Belfast: Our Recovery’ be published as a live and evolving framework —
implementation plans will be adapted as circumstances change and as informed by
continued engagement with communities and city stakeholders and partners.

(v) Note the intention to proactively engage with communities, central government, key
decision makers and private sector to intensify the focus on our priorities for recovery

and to secure the necessary support and resources to underpin our work.

3.0

Main report

3.1

3.2

3.3

3.4

3.5

In the midst of the ongoing pandemic, authorities are rightly focused on minimising the human
cost, providing relief to their communities and delivering essential day-to-day services.
Another major challenge for the Council and city partners is to mitigate the impact of COVID-
19 on their local economies, so that businesses can once again thrive and provide
employment opportunities, minimise potential job losses and retain the vibrancy of local
communities and the city centre.

Members will be aware that we are still in the midst of a significant pandemic emergency with
new localised restrictions recently introduced within the city to reduce the spread of the

infection rates and to manage the significant risks which exist.

There is clearly a significant civic leadership and convening role for the Council to bring
together key partners and work with communities to respond to the current emergency
situation, ensuring the necessary measures are taken to keep citizens safe, whilst retaining

critical services.

Itis evident that there will be lasting structural changes to the city’s economy, its infrastructure,
its environment and to its communities, and this will likely result in financial and economic
uncertainty for some time. There is a significant risk that existing inequalities, including
emotional health and wellbeing, social isolation, addictions and poverty will be further

amplified during this period.

The Belfast: Our Recovery document seeks to mitigate the immediate and short- term impacts
of the pandemic, including, for example job losses, the need for skilling and reskilling to

access employment opportunities, risks around vulnerable people and social isolation, and
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3.6

3.7

3.8

3.9

providing targeted support. Emphasis is given to how we maximise the social value of our
own capital investments and grant programmes to support recovery, as well as the
opportunities presented by our procurement, to promote inclusive growth, support local
businesses and supply chains, and create local jobs. The document also highlights the need
for a people and jobs led approach to recovery.

We are committed to work alongside communities and city partners to bring forward a series
of medium and longer-term interventions to build the foundations for sustained recovery.
These will need to maximise opportunities to sustain and create jobs, provide skills and
employment support including traditional skills, drive investment in communities creating
local assets and facilities, support local businesses and create community wealth, and
support key sectors particularly those impacted by the pandemic. Examples of some of the
levers which we will seek to accelerate as part of recovery include the Belfast Region City
Deal investment, digital innovation, focus on green stimulus, use of public land assets to bring

forward mixed-use developments.

It is also important to recognise that the Recovery document does not seek to replace existing
commitments and ambitions set out within longer-term strategies such as the Belfast Agenda
and its review, the Corporate Plan and the Resilience Strategy, Instead, it will help shape and

sharpen our focus going forward through a ‘recovery lens’.

Whilst the intention is to publish the Belfast: Our Recovery following consideration by SP&R
Committee and endorsement by Full Council in early October 2020, it is recognised that the
document represents a ‘moment in time’ picture of our current understanding of the emerging
impacts and opportunities for driving recovery. It is likely that as the pandemic continues,
circumstances may change and our plans and priorities will need to be updated to reflect new
evidence and data as it becomes available, and to be informed by continual engagement and
input from communities across Belfast in identifying and co-designing interventions going

forward.

The framework covers five core strands which are not being considered in isolation but in
terms of they can be brought together to build the foundations for recovery and deliver

sustainable inclusive growth.

(1) Our city — safe, vibrant, connected spaces and places
(2) Our services — adoptive and responsive to local needs
(3) Our communities - strengthened and resilient

(4) Our economy — resilience and inclusive

(5) Our environment — sustainable and climate resilient
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3.10

3.11

3.12

3.12

3.13

(6) Our digital innovation — transformative and leading edge

In order to help drive recovery, we must continue to build on what has already been achieved
in the city and maintain our competitiveness and attractiveness in terms of investment and
further develop the opportunities which we have collaboratively worked to create. It is
proposed that we work with our city partners to develop a strong public private Renewed
Ambition programme around the city’s offering as a place to invest in line with our Inclusive
Growth Strategy.

It is intended, as part of this Renewed Ambition programme, to bring forward a joint public
private programme of activity, including advocacy and lobbying, to highlight the city's offer in
terms of the built environment, whilst ensuring that the city evolves to meet the requirements

of the local communities and those who live, work and visit here.

Community Recovery

While there clearly remains an immediate need to continue to provide emergency support
and ensuring key services and assets remain operational, looking ahead it will be
important that we work collaboratively and harness the energy of our communities and city
partners, ensuring greater co-ordination and innovation in addressing the specific issues that
communities face across the city. As we move forward, there is a need to build community
confidence, capacity and resilience across neighbourhoods through a range of programmes

of support.

The benefit and potential impact of this approach is clearly demonstrated through the
community response hub established by the Council to support residents during the
coronavirus pandemic. Working with DFC and a range of community, voluntary and statutory
partners the hub provide assistance to Belfast residents, including the coordination and
distribution of 110,000 food parcels to vulnerable people across the city as well as specific
emotional, financial and other support services. Communities were first to respond to the
pandemic and have shown the strength and resilience of the sector in challenging times. In
support of this work, the Council allocated over £1.6m funding to over 280 local community
and voluntary organisations to support vulnerable people and families and assist community

recovery.

The Council has also continued to deliver the £6m council grants programmes, despite the
financial difficulties we face, to ensure important support services and programmes are
delivered across the city. We will work with central government and other funding bodies to

bring forward further financial support packages for communities and the third sector to help
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3.14

3.15

3.16

address many of the social challenges which will be amplified as a direct result of the impact
of the pandemic. As previously discussed with Members we will also review our own internal
resources and services, starting with a transformational review of community provision within

the city.

Engaging with communities to support recovery

Engagement plans are being developed to ensure participation of communities and
stakeholders in the further development and ongoing implementation of our recovery plans,
this will include (but is not limited to): the identification of Il area priorities for community
recovery, shaping of key strategic work programmes (e.g. Climate change), and engaging at

an area level to inform the upcoming review of the Belfast Agenda.

In the current climate, Members will recognise the challenges that exist in engaging with the
public due to the restrictions on public gatherings and face to face meetings. Our engagement
plans will need to utilise new and innovative engagement methods, using technology to
maximise participation. As a first step, Members should note that a new online Engagement
platform has now been procured and is in the early stages of deployment. This new platform
will form a key element of our engagement approach over the coming months and, in tandem
with other engagement tools such as webinars and social media, will be an opportunity for
promoting citizen participation in city recovery, shaping Council services, policies and plans,

and in the wider community planning process.

Financing Recovery

Members will be aware that officers are continuing to work with and lobby NI Executive
Departments to identify and draw down any external funding to support our recovery plans.
This includes the recent £3m+ Revitalisation Capital Fund secured with funding from
Department for Communities and Department of Infrastructure. We will continue to work with
central government and other partners to maximise the Belfast allocation of any emerging
funding programmes (e.g. DFI funding for blue and green infrastructure, DfE £17.2m

investment to support apprenticeships etc, PEACE PLUS etc).

3.17

Financial and resource implications

There are no resource requirements as a consequence of this paper

Equality or Good Relations Implications/Rural Needs Assessment
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3.18 | The Belfast: Our Recovery seeks to reduce inequalities by proposing a series of measures to
support recovery.
4.0 | Appendices — Documents Attached

Appendix 1 - Belfast: Our Recovery
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By virtue of paragraph(s) 3 of Part 1 of Schedule 6
of the Local Government Act (Northern Ireland) 2014.
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Agenda Item 4b

STRATEGIC POLICY AND RESOURCES COMMITTEE

Belfast
City Council

Subject: Customer Focus Programme Update

Date: 18 September 2020

Reporting Officer: Ronan Cregan, Deputy Chief Executive, Director of Finance &
Resources

Rose Crozier, Customer Focus Programme Director

Contact Officer: Cormac Quinn, Customer Services Manager

Restricted Reports

Is this report restricted? Yes No X

If Yes, when will the report become unrestricted?

After Committee Decision
After Council Decision
Some time in the future

Never

Call-in

Is the decision eligible for Call-in? Yes | X No

1.0 Purpose of Report or Summary of main Issues

1.1 Members are reminded that in May 2020 the Committee was provided with an update on the
Customer Focus Programme which included an overview of work being undertaken to
support the Covid 19 Recovery programme. Members were also advised that, due to
programme resources being redirected, a review of the programme plan was required and
would be reported to a future committee.

1.2 This report provides an update on further activity in support of Recovery and provides an
update on the programme plan and the channel shift strategy which is a key tenet of the
Customer Focus programme.

2.0 Recommendations

2.1 The Committee is asked to:

1. Note the update on support provided to the Recovery Programme.

2. Note the Chanel Shift Strategy summarised.
Q0
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Note the update on the programme plan and the overview attached at Appendix 2.
Note the planned work on services for Elected Members which have been
progressed to outline design stage as part of the future blueprint attached at
Appendix 3.

Note update on the Council’s new website and telephony upgrade.

Note that staff and Trade Unions have been engaged and will continue to be

consulted as we move to implementation.

3.0

Main report

3.1

3.2

Update on support for the Recovery Programme

Members will be aware that, during the Covid-19 emergency, the Customer Focus
Programme diverted resources to support the Community Response Hub and established a
customer contact centre in response to requirements for food distribution and referrals for
welfare support. The contact centre also supported the recovery of Birth Registrations and

switchboard operations.

The Community Response Hub and contact centre have now been stood down and the
booking line for Birth Registration and operation of switchboard have reverted to Legal and
Civic Services. There have been many lessons learned from the response to Covid 19 which
has enabled us to test our customer focus principles and has evidenced the strong

commitment and resilience of all staff involved.

As part of recovery of Council services, including the Council’s main switchboard service, we
are routinely monitoring customer contact and adapting our communication with customers
as required to manage our contact channels effectively. Analysis of telephone call volumes
confirms that the Council continues to experience high volumes of calls. In order to manage
telephony effectively and to ensure our customers have a positive experience, the highest
volume of calls (Waste Collections) has been directed away from switchboard. This means
the welcome message that customers hear when they contact the Council has been changed
to promote the use of our website to encourage customers to use our online services and to

direct calls to the appropriate service.

Staff from the Customer Focus Programme together with Continuous Improvement, Legal
and Civic Services, Digital Services, Marketing and Corporate Communications and
departments are continuing to support the Council's Recovery Programme and how

customer channels are being managed.

Delivery of the new future blueprint for Customer

Since the meeting in May 2020 the programme plan has been reviewed in light of resources

required to respond to the Covid 19 emergency and the subsequent Recovery Programme.
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3.3

The diagram attached at Appendix 1 sets outs the draft future blueprint for the Customer

hub which was presented at the May 2020 committee.

Our vision of customer focussed services will ensure that we deliver:
e Optimised customer contact — professionalising resources and providing modern
digital and telephony systems with access to real time data on contact performance
e Channel shift — moving where possible to digitally enabled self-serve solutions

e Customer centricity — designing our services around the needs of our customers.

The Customer Hub blueprint remains as is, putting our customers at the heart of everything,
ensuring we provide a consistent and professional service, affording our customers choice
and convenience. This means improving and aligning all our access to service channels —
telephone, face to face, website, and social media. To support this we have developed a
Channel Shift Strategy.

Channel Shift Strateqy

We have worked with our Strategic Delivery Partner, PA Consulting Limited, to develop a
Channel Shift Strategy.

What do we mean by Channel shift?

By “Channel Shift’ we mean supporting customers to use the channels that best meet their
individual needs and preferences, while providing best value for the Council. This includes
the various methods or systems for communication, access, provision and distribution of
services that Council has at its disposal e.g. face-to-face, telephone, online, webchat, email,
text, letter. These interactions will be with a wide variety of stakeholders and are designed
around deep insights into what way various segments of the Council’s overall service user
community wish to be engaged, what best suits their lifestyles and abilities. These needs

and preferences will likely vary across different types of services.

The focus of the channel strategy is on delivering the best outcomes (financial and non-
financial) from using our available resources effectively e.qg. more expensive channels such
as telephone and face-to-face are directed to those with greatest need / where they will have

greatest impact.

What will Channel Shift Deliver?

Belfast City Council wants to meet customer expectations, to deliver a better customer
experience whilst reducing costs and so are harnessing digital as the channel of choice for
delivery of services and information. It is important to note the strategy is ‘Digital First not
Digital Only’ which meets the needs of the majority, enabling provision of sensitive services

via more costly channels for those who need it most.

D ary 270
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3.4

The internet has made customers much more digitally aware and has led to a major shift in
how products and services we all consume are both designed and delivered. Customers
expect information to be personalised and readily available at the touch of a button. We can
see in recent months how digital channels have become even more important during the

Covid 19 emergency in enabling different ways of working and supporting local communities.

This Digital First principle reinforces the Council’s ambitions to deliver services digitally as
far as possible. However, Digital First does not mean that all services to all customers will be
delivered through digital channels. Face to face services will be required and for some
customers this may continue to be their preferred channel.

Digital First is not just about a new website or new technology. It is about leveraging digital
solutions for each service, end to end, to:

* Reduce call volumes

* Eliminate Service failure

* Improve the customer experience

» Enable real time reporting for operatives

» Improve access to real time data.

This has the potential to fundamentally shift the relationship between services and users, as
well has how staff work. As such the implementation of ‘Digital first’ (end to end) and the
creation of the Customer Hub is as much a cultural change as it is a change of delivery
model. When re-designing each service it is important to implement the channel(s) that are

most effective for the service being provided.

Channel Shift Focuses on Good Service Design
Developing effective channel shift therefore is not about a one size fits all strategy for the
entire council. It is not about:
e launching all of our services on all new channels without much thought to the
relevance and cost of doing so
e focusing on switching customer contact to the cheapest channel (often assumed to
be the internet) without much thought as to the relevance of this channel to the service

or customer base.

A more sophisticated approach is required to realise channel shift; to ensure that the most
effective channels are leveraged for each service, and for each customer. This approach will
be delivered through the application of the design principles (in particular Digital First,

Customer Focus) and good Service Design.
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3.5

3.6

The Service Design approach already adopted by Council will be applied to each service as
it is on-boarded into the Customer Hub and will ensure that for each service we understand
who the Customers are for that service. A Customer persona is created for each customer
type; detailing the needs, behaviours, pain points and preferred contact points for that
customer type. By understanding:

* Who BCC customers are

» What their needs and capabilities are, and

* How they prefer to contact the council,
The Council will be able to develop a Channel Shift campaign consisting of
interventions/activities that are tailored to those customer types to ensure a successful
change to adherence of the Digital First principle.

Revised Implementation Plan and how we will do this

Given the complexity of the customer programme it will not be possible to implement all of
its elements at one time. Attached at Appendix 2 is a high level plan setting out the key
milestones for the implementation of the Customer Hub in April 2021. Staff and customers
have been involved in the programme to date and this will continue throughout the

implementation.

By April 2021 we will have the following in place:

Customer Hub

This new function will deal with customer contact for all departments and services, across all
channels (online, mobile, telephone, face-to-face, email, and social media).

Initially the hub will manage all customer contact for cleansing/waste and calls currently
through the main switchboard and corporate complaints numbers. There is further work
planned to co-design processes including the handoff from customer hub to services in other
departments. The implementation initially will be on a ‘wide and thin’ basis i.e. a basic level
of information and signposting for customers will be provided at the first point of contact for

all services across all channels.

This will provide a platform for on-boarding of services in the next phase after April 2021,
deepening the information and value at first point of contact as services are designed end to

end - thus improving customer experience.

The structure/establishment of the Customer Hub and detailed design of posts is currently in
progress. It is envisaged that staff will be in post by January 2021 to allow for staff
development and the building of capacity and support systems and processes for hub

operation.

U
Q
«
g
oD
N




3.7

3.8

3.9

Integral to this formative stage is the inclusion of staff and Trade Unions in understanding
the impact of these changes on current posts and post holders and the transition to the new
Customer Hub. A separate report on the establishment of the Customer Hub, people, posts

and finance will be presented at a future committee.

Discussions on the physical location of the customer hub remain at an early stage and work
to examine the feasibility of options has not progressed due to the pandemic and will be

reviewed in light of the Recovery Programme and the planning of access to buildings.

Elected Members’ future blueprint
A Task and Finish Working Group has been established with elected members who have
participated in 3 workshops to date to identify and design solutions to support elected

members in their constituency work.

We plan to have a dedicated contact channel for elected members within the Customer Hub.
Additionally we will provide members with real time information on service delivery so they
can be informed of issues earlier, enabling them to be responsive to constituents’ queries.
Members will also have the ability to track issues they have raised and will have visibility of
issues emerging in their areas. A future blueprint for services for elected members can be

found at Appendix 3.

Work will continue with members in the coming months to design services to meet their needs

which may include prototyping and trialling of solutions.

Missed Bins

Aligned to the overall Resources and Fleet transition and improvement programme, we are
seeking to address the issue of missed bin collections. We have focussed specific resource
on how we can address these issues including information flows between elected members,
customers, staff and managers. For example a prototype of an app to report missed bins has
been developed and plans for implementation are in progress. This will help provide better
business intelligence and improved understanding of the cause of service failures and

identifying interventions to improve service.

Enabling Infrastructure

The success of the Customer Focus programme is wholly dependent on the delivery of
enabling infrastructure — web and social media channels provided by Corporate
Communications and the technical infrastructure, telephony and systems delivered by Digital

Services. The following is an update on these key elements of the programme:
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3.10

3.11

New Council Website Launched

The Council’'s new website launched on Tuesday 28 July 2020 in line with the programme
plan. There are a number of new design features on the website which are being assessed
using web analytics. An overview of performance over the same period from 2019 is as
follows:

e Page views have increased by almost 44%. These page views include views of our
online forms. We also need to consider an increase in people searching for info during
COVID-19.

e Users are viewing more than one page on our website during their visit and are not
‘exiting’ out of pages early in their journey. Visitors are finding content relevant - both
bounce rates and % exits have dropped.

e Users are finding information quicker than they previously would have - average time
on page has dropped. We have a cookie statement in place where users are required
to opt in to analytics. Our supplier had made us aware that we could see a decline to

visitor numbers due to this.

Work is continuing through Marketing and Corporate Communications in partnership with
departments to enhance our web content. As we work through, this will iterate and will be
ongoing.

Telephony Infrastructure Upgraded
As evidenced through lockdown and now into recovery our telephone solution is one of the
Council’s most mission-critical systems. Digital Services has just completed the upgrade of
our telephony solution which simplifies administration, and enhances security and business
continuity. The system upgrade also introduces enhanced features and services which will
be required to support modern digital workplace requirements and the integrated telephony
features needed for the Customer Focus Programme. These include:
e Contact Centre
o Voice, Chat, SMS, Email, FAX, and Al Chatbots
o Built-in Call and Screen Recording
o Built-in Workforce Scheduling
e Customised CRM integration
o Automatically access customer information
o Pre-populate CRM with customer information
o Click to dial — call, text or email customers within CRM
e Softphones
o make and receive calls on your laptop, mobile phone or desk phone

o voicemail integrated with email
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Financial & Resource Implications

3.12 | SP&R agreed in November 2017 that a budget of £500k be set aside for the customer focus
project.
Staff and Trade Unions have been engaged throughout the programme. As we move to
Delivery, with Trade Union agreement we have established a sub group of INCC to facilitate
further engagement and consultation on staff implications of the programme in line with
agreed HR policies and procedures.
Equality or Good Relations Implications/Rural Needs Assessment

3.13 | Work on the EQIA for the Customer Focus Programme has been completed and the
outcome published on our community engagement platform, Citizenspace.

4.0 Appendices — Documents Attached

Appendix 1 - Customer Focus Draft Future Blueprint
Appendix 2 - High level plan showin