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Equality and Good Relations
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Agenda ltem 3a

STRATEGIC POLICY AND RESOURCES COMMITTEE
Belfast

City Council

Subject: Motion — Parental Bereavement Leave and Pay
. 22nd October, 2021

Date:

Reporting Officer: John Walsh, City Solicitor

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 bring to the Committee’s attention a motion on Parental Bereavement Leave and Pay
which was referred to the Committee by the Council at its meeting on 4th October.

2.0 Recommendation

2.1 The Committee is requested to consider the motion and, if adopted, agree that a report on
how this would be facilitated, resourced and managed be submitted to a future meeting.

3.0 Main Report
Key Issues

3.1 The Council, at its meeting on 4th October, considered the following motion which had been

proposed by Councillor Matt Collins and seconded by Councillor Michael Collins.
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“This Council:

welcomes legislation at committee stage in Stormont for Parental
Bereavement Leave and Pay;

notes the Coalition for Bereaved Workers concern that this bill is a
‘missed opportunity’ and 'does not go far enough’;

will write to the Stormont Economy Committee to urge that it further the
legislation on bereavement policy so that everyone who is bereaved of a
close relative or partner is entitled to two weeks statutory bereavement
leave and pay in line with the Coalition for Bereaved Workers campaign
objectives; and

will also undertake a review of its own bereavement policy, in conjunction
with the Trades Unions, that seeks to establish 2 weeks statutory
bereavement leave and pay for all Council workers, in line with the
Coalition for Bereaved Workers “Call to action” document.”

3.2 In accordance with Standing Order 13(f), the Motion was referred without discussion to the
Strategic Policy and Resources Committee.
Financial and Resource Implications

3.3 None.
Equality or Good Relations Implications

3.4 This motion, if agreed, may have potential equality, good relations and rural needs
implications and should be subject to our normal screening process as appropriate.

4.0 Documents Attached

None
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Agenda Item 3b

STRATEGIC POLICY AND RESOURCES COMMITTEE
Belfast

City Council

Subject: Motion — Environmentally Sustainable Event Spaces
. 22nd October, 2021

Date:

Reporting Officer: John Walsh, City Solicitor

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 bring to the Committee’s attention a motion on Environmentally Sustainable Event Spaces
which was referred to the Committee by the Council at its meeting on 4th October.

2.0 Recommendation

2.1 The Committee is requested to consider the motion and, if adopted, agree that a report on
how this would be facilitated, resourced and managed be submitted to a future meeting.

3.0 Main Report
Key Issues

3.1 The Council, at its meeting on 4th October, considered the following motion which had been

proposed by Councillor Garrett and seconded by Councillor Bradley:
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“This Council has a long-standing track record of working with event
promoters to host significant events and concerts within the Council’s estate
across the city.

The Council should be commended for the role which it plays in facilitating
and promoting a vibrant calendar of events within our estate.

As we look into the future, our position as a Council in declaring a climate
emergency and the stark indications presented within Intergovernmental
Panel on Climate Change (IPCC) Report, we must find ways and offer
solutions to mitigate against the catastrophic effects of climate change.

Making our event venues more environmentally sustainable, with access to
clean energy (Electricity) and running water will help mitigate the necessity for
Fossil Fuel energy combustion and plastic pollution derived from plastic
products.

Therefore, the Council will commit to a timetable and plan for delivering the
physical means for environmentally sustainable event spaces with Clean
Energy (Electric) power sources and Running Water points to mitigate against
plastic pollution.”

3.2 In accordance with Standing Order 13(f), the Motion was referred without discussion to the
Strategic Policy and Resources Committee.
Financial and Resource Implications

3.3 None.
Equality or Good Relations Implications

3.4 This motion, if agreed, may have potential equality, good relations and rural needs
implications and should be subject to our normal screening process as appropriate.

4.0 Documents Attached

None

Page 246




Agenda ltem 3c

STRATEGIC POLICY AND RESOURCES COMMITTEE
Belfast

City Council

Subject: Motion — Staff on Temporary Contracts
. 22nd October, 2021
Date:
Reporting Officer: John Walsh, City Solicitor
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 bring to the Committee’s attention a motion in relation to Staff on Temporary Contracts
which was referred to the Committee by the Council at its meeting on 4th October.

2.0 Recommendation

2.1 The Committee is requested to consider the motion and, if adopted, agree that a report on

how this would be facilitated, resourced and managed be submitted to a future meeting.
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3.0 Main Report
Key Issues
3.1 The Council, at its meeting on 4th October, considered the following motion which had been
proposed by Councillor McLaughlin and seconded by Councillor Murphy.
“This Council is concerned to learn about the number of staff on temporary
contracts who have worked for the organisation for many years.
These affected staff do not have job security, they can’t plan their lives and
they are constantly worried that this temporary contract will be their last.
We can and must do better for our staff. An organisation should be measured
about how it treats its staff and, if the COVID-19 pandemic has shown us
anything, it's the value of all our incredible hard working and diligent staff
members who constantly go above and beyond for the citizens of this city.
As a result, this Council will obtain a legal opinion, with a view to ascertaining
if it is possible to establish that anyone on a temporary contract employed for
12 continuous months, regardless of job title, can have that contract made
permanent if the staff member so wishes and, subject to that advice, the
Council will put in place procedures enabling this to happen.”
3.2 In accordance with Standing Order 13(f), the Motion was referred without discussion to the
Strategic Policy and Resources Committee
Financial and Resource Implications
3.3 None.
Equality or Good Relations Implications
3.4 This motion, if agreed, may have potential equality, good relations and rural needs
implications and should be subject to our normal screening process as appropriate.
4.0 Documents Attached

None
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Agenda ltem

Belfast
City Council

Subject: Pregnancy Loss Pledge

Date: 22nd October, 2021

Reporting Officer: Christine Sheridan, Head of Human Resources
Contact Officer: Catherine Christy, Human Resources Manager

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 seek approval to sign up the Miscarriage Association’s Pregnancy Loss Pledge

1.2 CliIr. Michelle Kelly has requested that the Council consider signing up to the Miscarriage
Association’s (MA) Pregnancy Loss Pledge. This campaign urges employers to commit
to supporting staff through the distress of miscarriage.

2.0 Recommendation

2.1 The Committee is asked to agree that the Council signs up to the Miscarriage
Association’s Pregnancy Loss Pledge.

3.0 Main Report
Background

3.1 CliIr. Michelle Kelly has requested that the Council consider signing up to the Miscarriage

Association’s (MA) Pregnancy Loss Pledge. This campaign urges employers to commit

to supporting staff through the distress of miscarriage.
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3.2

3.3

3.4

3.5

The Pregnancy Loss campaign asks employers to:

e Encourage a supportive work environment where people feel able to discuss and
disclose pregnancy and/or loss without fear of being disadvantaged or
discriminated against

¢ Understand and implement the rules around pregnancy-related leave, ensuring
staff feel able to take the time off they need

¢ Show empathy and understanding towards people and their partners experiencing
pregnancy loss Implement a pregnancy loss policy or guidance, or ensure it is
included in sickness, bereavement or other workplace policies — being mindful of
the needs of partners, too

e Encourage line managers to access in-house or external guidance (such as that
available on the Miscarriage Association’s website) on how to support someone
experiencing pregnancy loss

e Support people back to work by being responsive to their needs and showing

flexibility wherever possible”

Current Support available to Staff

Our current approach to managing employee absence resulting from miscarriage is set
out in the Attendance Booklet that accompanies the Attendance Policy. Line managers
are directed to seek further guidance where necessary from their Business Support,
Employee Relations or from Occupational Health. In addition, our Employee Counselling

service is available to everyone should staff wish to avail of this service.

While the Attendance Policy, advice and support materials etc. are already aimed at
ensuring that pregnancy loss absence is managed sensitively and that employees are
fully supported, we will ensure that the Pregnancy Loss Pledge criteria are fully
considered and integrated into the ongoing review of the Attendance Policy and

supporting materials.

Financial and Resource Implications

There are no financial implications to this report.

Line managers will be provided with / signposted to any necessary guidance and advice
to ensure that staff experiencing pregnancy loss are fully supported in line with the

Pregnancy Loss Pledge.
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Equality and Good Relations / Rural Needs Implications

3.6 There are no adverse equality or good relations implications to this report and the report
recommendation is fully aligned to promoting equality and diversity within, and the
health and wellbeing of our workforce.

4.0 Documents Attached

None
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Agenda ltem 4a

STRATEGIC POLICY AND RESOURCES COMMITTEE

Belfast
City Council

Subject: Update on Customer Focus Programme

Date: 22 October 2021

Reporting Officer: Ronan Cregan, Deputy Chief Executive/Director of Finance
andResources

Rose Crozier, Customer Focus Programme Director
Contact Officer: Lisa Caldwell, Head of Marketing and Corporate Communications
Paul Gribben, Head of Digital Services

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 Members are reminded that in February and May 2021 the Committee was provided with

updates on the Customer Focus Programme, which included updates on the new Customer

Hub function which has been operational from 29 March 2021.

1.2 This report provides an update:

¢ on the implementation of the Customer Hub function;

e on progress in the development of added features in the Elected Members’ mobile
app and plans for release of this version to all Members; and

e on the Customer Focus programme, including the Council’'s website development

and enabling infrastructure.
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2.0 Recommendations
2.1 The Committee is asked to:

1. note the update on the implementation of the Customer Hub function including
completion of the reception area of the ground floor in CWB and continuing works to
accommodate the Customer Hub team.

2. note the update on the next release of a mobile application for Elected Members
and plans to roll this out to all members in October/November 2021.

3. note that Party Group briefings are planned to take place in October 2021 to
continue engaging with elected members to gather feedback on their Customer Hub
experience and to continue to promote use of the new mobile app and the
additional functionality in the next release.

4. note the work that is continuing to improve missed bin collections.

5. note progress on the development of the Council’'s websites.

6. note progress with the provision of enabling infrastructure.

3.0 Main Report
3.1 Background

The first phase of the new Customer Hub function went live on 29th March 2021 as planned.
The Customer Hub deals with customer contact for all departments and services, across a
number of channels (online, telephone, email). In the first phase of implementation the hub
has managed all customer contact for cleansing/waste and calls formerly through the main
switchboard and corporate complaints numbers. All other direct dial telephone numbers

remain unchanged.

As part of the blueprint for Elected Members attached at Appendix 1, the Customer Hub
provides specific services for Elected Members in the form of a direct phone line and email

account and both these channels went live on 29 March 2021.

Work has continued with the Customer Focus Task and Finish group of Elected Members to
develop a third contact channel, a mobile application which enables members to raise issues,
keep track of their cases and review their history of cases. The first version of the app was
rolled out to members in July 2021. Work has continued with the Task and Finish group to

develop additional functionality within the app.

Work has now started on planning of phase 2 of the programme implementation which will
include onboarding of the Building Control Service. A report to a future committee will provide

details of the plan.




3.2

3.2.1

3.2.2

3.2.2

Update on the implementation of the Customer Hub Function

The first few months of operation during the summer period provided significantly high
volumes of calls averaging approximately 800 calls per day with higher volumes experienced
after bank holidays. Email traffic has accounted for one third of overall contacts. Appendix

2 provides an analysis of the Customer Hub throughput from April to September 2021.

Customer Hub Resources and Capacity

Because call volumes have been higher than anticipated we have been closely monitoring
call queues, prioritising them and assessing the impact on staffing requirements. To address
demand and to stabilise the operation of Customer Hub, we used temporary staff as an
interim measure and increased and extended these arrangements whilst backfilling or
recruiting temporary posts for a period of 6 months. We also brought forward the recruitment

of an additional 2 permanent posts within the agreed establishment.

Integral to this formative stage has been the inclusion of staff and Trade Unions in
understanding the impact on staffing requirements during the transition and the early stages

of operating the new Customer Hub.

Recruitment has been completed and new staff have received their initial training and
development, and this will continue across all team members as we continue to build

capacity.

As this is a new function and to provide assurance after the first six months of operation, an
independent health check is being commissioned to review the operational set up of the

Customer Hub and to assess future capacity needs.

Hand offs to Departments/Services

The handoffs from Customer Hub to services in other departments has been designed and
implemented initially on a ‘wide and thin’ basis i.e. a basic level of information and signposting
for customers is provided at the first point of contact for all services across all channels.
Handoff processes have worked well in general however the focus has now shifted to
improving issue resolution and responsiveness, ensuring service standards are consistent
across departments and in particular as we step towards a return to office working. To
facilitate this we are working with Digital Services and departments to define management

information requirements to support continuous improvement in service delivery.

A new physical Customer Hub
Since October 2020, plans for the refurbishment of the Ground Floor of Cecil Ward Building

as the physical Customer Hub have been delivered by our Building and Maintenance
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3.3

3.3.1

3.3.2

3.4

colleagues with support from colleagues in Civic and Legal Services. Whilst it is to be
determined when ‘face to face’ services will fully resume, the plans have included a
refurbishment of the reception area as a first phase providing a more welcoming customer
interface and acting as the physical focal point for customer service. This work has also
provided the opportunity to upgrade digital infrastructure and to deep clean stonework. Work
is now in progress to refurbish the office space adjacent to the reception area to
accommodate the Customer Hub team. Photographs of the new reception area can be found
at Appendix 3.

Dedicated Services for Elected Members

As stated, the Customer Hub went live with specific services designed for elected members
— a dedicated telephone line and email account. A profile of Elected Members’ engagement
to date can be found at Appendix 4.

Upgrade to the mobile App desighed and developed for Elected Members
After the launch of the mobile app for elected members in July 2021, we continued to work

with the Customer Focus Task and Finish group of Elected Members to develop the product.

A second release of the app with new features has been developed which members of the
Task and Finish group have tested and at a recent workshop fed back on their experience
and recommendations for improvement. We are grateful to elected members for their
continuing support and time and input to the development process. The app has been
developed and supported by Digital Services who are currently planning for the upgrade of
the app to be made available to all members at the end of October 2021. A training video
has been developed by Digital Services Trainers to support the rollout. Members will receive
an email from Democratic Services which will have links to the video — this will be accessed

through the Members Portal where the other App training videos are already available.

Further Engagement with Elected Members

Party group briefings have been arranged for the end of October to continue engaging with
elected members to facilitate a demo and promotion of the upgrade to the elected members’
app and to get their feedback on their Customer Hub experience to inform service

improvements.

Update on Missed Bin Collections

As part of the Customer Focus programme, aligned to the overall Resources and Fleet
transition and improvement programme, we have been focussing on how we can improve
issues with missed bins including information flows between elected members, customers,

staff and managers.
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3.5

351

3.5.2

3.5.3

A mobile app to report missed bins has been developed for Resources and Fleet staff to use
during collections and a pilot to test the technology has been completed across 10 out of 50
squads. The outcomes of the pilot have been assessed and issues which were identified
during the pilot, such as a high volume of damaged, contaminated or multiple bins, have
been reviewed and action plans to address these issues, including a review of back office
processes and systems have been reported and agreed through the People and

Communities Committee.

Plans are now being developed to extend use of the mobile app to capture further information

on missed collections and to focus on improving information flows between the operation,

Customer Hub and customers.

Update on development of our Websites

New Council Website

The new council website www.belfastcity.qov.uk has now been in place for a year, aiming to

provide a consistent online experience for every user and to adhere to the relatively new

legislation for public sector websites. The website was delivered on time and within budget.

The development focused specifically on accessibility and mobile responsiveness. It involved
a complete content review and the size of the site was reduced by around 80%, making
information more concise and relevant. We identified over 2000 pdfs and converted those

still needed to HTML documents.

We carried out user testing throughout and after the project on a range of users, including
those with disabilities and of different ages.

Other site developments

In addition to the main site, other sites to move under the www.belfastcity.gov.uk domain

are:

Belfast Stories — 16 September 2021
Belfast Zoo — 21 September 2021
Invest in Belfast - 27 October 2021

Web Governance Panel
A Web governance panel has been established comprising of officers from Digital Services
and Marketing and Corporate Communications. Any requests for mobile apps, domain

names, websites and online development work are directed through this panel in order to
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3.54

3.5.5

3.5.6

ensure we are managing contracts efficiently; to ensure information is correct and that Belfast

is promoted in a cohesive manner.

To continue to provide assurance and to protect the investment in our online channels, any

requests regarding new platforms will be channelled through the Web Governance panel.

Accessibility
The Public Sector Bodies (Websites and Mobile Applications) (No. 2) Accessibility
Regulations 2018 (the Accessibility Regulations) require us to:

1. meet the international WCAG 2.1 AA accessibility standard

2. publish an accessibility statement that explains how accessible our website or
mobile app is.

Beyond this, we are continually looking for new ways to ensure no-one is left behind or
hindered from getting the information they need from our website.

Our default publishing method is in HTML, the language of the website. We state in our
accessibility statement that we will not publish any more PDFs to the site, and if needed due
to a legislative requirement, we will amend our statement to alert users to the issue and offer

alternatives.

Online Design Authority
An online design authority has been established to champion the removal of barriers to
accessibility and usability. It thinks from the customer perspective, rather than the service.

To support this the Online Team has developed a suite of guides to support internal staff.
These include web style guidelines, publishing principles and guidelines on legislative
compliance across our digital offering, including General Data Protection Regulations
(GDPR) and Public Sector Bodies (Websites and Mobile Applications) Accessibility
Regulations 2018 (PSBAR).

Cabinet Office Monitoring
In July 2021, we were advised by the Central Digital and Data Office, which is part of the
Cabinet Office, that they would be conducting a compliance audit on our main website

www.belfastcity.gov.uk which would involve monitoring of the site and provision of

information to assist them.
We have received their feedback within the last week and are in the process of working

through their recommendations to plan improvements.

—
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3.5.7

3.6

The Silktide Index

The Silktide Index presents a comprehensive analysis of public sector websites throughout
the UK. Tests cover the latest standards for website accessibility, which include mobile
accessibility. The Index is maintained by Silktide in partnership with Society of IT Managers
(SOCITM).

As of September 2021, the index measures Belfast City Council website as Excellent (91%),
which is top in Northern Ireland councils.

Enabling Infrastructure

The success of the Customer Fo