
Overview & Scrutiny Committee – Meeting held on Thursday, 13th September, 
2018.

Present:- Councillors Arvind Dhaliwal (Chair), R Sandhu (Vice-Chair), R Bains, 
D Parmar, S Parmar, Rana and Sarfraz

Also present under Rule 30:- Councillor Strutton

Apologies for Absence:- Councillor Minhas

PART I

21. Declarations of Interest 

No declarations were made.

22. Minutes of the Last Meeting held on 12th July 2018 

Resolved – That the minutes of the meeting held on 12th July 2018 be 
approved as a correct record. 

23. Action Progress Report 

In relation to Minute 5 from 14th June 2018, it was noted that the Voting Task 
& Finish Group had yet to begin its work on the advice of the Returning 
Officer.  It would be convened soon and the Chair asked to be kept informed 
of progress.

Resolved – That details of the Action Progress Report be noted. 

24. Member Questions 

None.

25. Thames Valley Transactional Services Centre Annual Report: April 2017 
- March 2018 

The Committee received a report that provided a strategic overview of the 
contractual performance of the Thames Valley Transactional Services Public 
Private Sector Partnership.  In line with previous requests from the 
Committee, the information provided a high level summary of performance 
and current issues.  The Chair requested that a more detailed and 
comprehensive report should be provided in future to enable the Committee to 
properly scrutinise performance.

The ten year contract between the Council and Arvato was due to cease in 
March 2022 and the services in scope, including customer services, ICT, 
transactional HR, revenue and benefits were noted.  John Wybrant, Arvato’s 
Chief Operating Officer gave a presentation which is summarised as follows:



Overview & Scrutiny Committee - 13.09.18

 Business Rates collection had exceeded the 97% target with a final 
outturn of 97.63%, which was circa £10m more than collected in the 
previous year.  Council Tax collection was slightly below the 97% 
target at 96.79%.

 17 of the 20 customer service KPIs and 15 of the 17 IT targets had 
been met.  IT had a been a major priority during the year with 
significant upgrades in systems.

 The successful apprentice programme continued with a further 13 
apprentices achieving NVQ Level 2 in 2017/18.

 Key challenges in year 6 of the contract included additional support for 
the new Repairs, Maintenance and Investment contract, insourcing of 
environmental services back to the Council and aligning systems 
arising from the Council’s introduction of a new HR and finance 
system, Agresso.

 Arvato’s parent company, Bertelsmann, had announced a strategic 
review which could result in partnership, part or full sale of its Customer 
Relationship Management business.  A decision was expected by the 
end of the year.

 A new operational and account management structure for Arvato had 
also been introduced and the new organisational chart was noted.

 Arvato now employed circa 800 staff at the headquarters in Slough 
supporting the Council and a range of other clients.  Recruitment was a 
key challenge.

Members discussed a wide range of issues including the improvements made 
to IT during the year.  Mr Wybrant commented that since IT was added to the 
contract, Arvato had sought to improve the legacy systems and aged IT 
infrastructure, however, the pace was determined by the level of investment.  
Arvato had responded to the Council’s changing ambitions in terms of the 
digitisation of services.

The Committee discussed the contract model, which was worth circa £11m 
per annum.  The contract included a penalty mechanism linked to the value of 
the contract and targets were regularly reviewed.  A question was asked 
about the operational impacts on Arvato when the Council changed strategy 
and it was responded that Council services did change over time and good 
communication was essential so that Arvato understood the direction the 
Council was going in and could plan, train staff and allocate resources 
accordingly.  It was noted that the Council was developing a new Customer 
Services Strategy but this work was at a relatively early stage.

Members asked for an explanation for the number of complaints upheld which 
has been consistently above the 25% target through the year.  It was 
responded that the Council’s client team closely monitored complaints and 
that the levels were relatively low, however, the Council and Arvato had 
focused on reducing the proportion of upheld complaints since April.  Actions 
included training and service reviews to try to improve performance.
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Members asked a number of specific questions about individual KPIs and 
areas of performance and explanations were provided.  The Committee asked 
for further information in future reports on the values and volumes of KPIs in 
addition to the percentages provided.  This would be provided and Mr 
Wybrant invited Members to visit the teams at Phoenix House to improve 
understanding of the services provided to the Council.

At the conclusion of the discussion, the Committee noted the report.

Resolved –

(a) That Arvato’s performance in the period April 2017 to March 2018 be 
noted.

(b) That it be noted that Arvato had formally notified the Council that they 
were in the process of exploring commercial options for the future of 
their Customer Relationship Management (CRM) business which may 
include partnership or a full or partial sale of the CRM business.

26. Five Year Plan - Outcome 3 

The Service Lead, Regulatory Services, provided the Committee with an 
overview of the progress being made in delivering Outcome 3 of the Five Year 
Plan – ‘Slough will be an attractive place where people chose to live, work 
and stay’.

Outcome 3 contained four key actions and progress on these was outlined as 
follows:

 Establish a town team to ensure a clean and safe town centre. Since 
the Town Team met in June 2018, rapid progress had been made on 
improving the town centre, which included providing interim wardens in 
town centre patrols, an increase in floral displays and disputed 
ownership areas cleared of rubbish. Further work was planned to 
ensure that the transition of the town centre prior to and during 
regeneration of the area is managed well with positive input from 
businesses and other partners. 

 Plant one million bulbs with our communities in our Parks and Open 
Spaces. Over 600,000 bulbs had been planted, with input from local 
ward councillors working with the local communities  and planting in 
areas where there will be a visual impact for most people. A further 
400,000 bulbs were being planted in autumn. 

 Town survey to ask residents what they felt about the town and use of 
the results to shape future plans. It was noted that the 2018 Place 
Survey was due to take place in late September, with results being 
received in December 2018. Procurement for an external company to 
carry out the survey and provide an analysis of the data was underway. 

 Co-create strong and attractive neighbourhoods.  Significant work had 
been undertaken with communities across the town including getting 
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residents taking part consistently in a wide range of community 
organised provision.

Members raised a number of issues during a wide ranging discussion 
including the excellent resident engagement in the Manor Park consultation.  
Concern was raised about the vitality of the High Street and apparent lack of 
information in the report.  It was noted that there was cross over between 
Outcomes 3 and 5 on the town centre which focused on cleanliness/safety 
and economic development respectively.  A Member highlighted that the 
geographic definition of the town centre was different from that in planning 
policies.  It was suggested that a unified definition of the boundary would lead 
to improved coordination, management and enforcement and help to 
encourage those moving into new developments in the areas around the 
station to visit the High Street rather than alternative destinations.  Officers 
recognised the point and the potential role of a Business Improvement District 
in improving the management of the town centre was explained.

The level of enforcement action on littering and anti-social behaviour was 
raised and Members asked about the most appropriate mechanisms to report 
such issues.  It was responded that reporting problems to the ASB hotline 
would help to identify trends and allocate resources.  There was Public Space 
Protection Order in the town centre that was enforced by Thames Valley 
Police.  The role of the wardens in providing support and reassurance was 
noted and it was hoped their hours and locations could be extended if funding 
could be secured.

Members welcomed progress made to date and endorsed the key actions 
outlined for further delivery of Outcome 3.

Resolved – 

a) That details of the update be noted.

b) That the Committee support further engagement with and contributions 
from businesses and communities for, in particular, 

 The development of a Business Improvement District (BID) to 
bring more resources to the town centre.

 The enhancement of the towns open spaces and 
neighbourhoods.

27. Contract Management 

The Committee received an update on the Borough’s contract management 
procedures, following risks identified in an Internal Audit report in September 
2017. The main findings of the audit were as follows:

 There had been inconsistent contract management across SBC.
 Contract management roles were poorly defined and lacked clear 

accountability.
 There was insufficient contract management capability and capacity.
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 Contract risks and opportunities were not well managed.
 No process to manage dependencies and interdependencies across 

contracts / service areas.
 The contracts register was incomplete.
 Current structures would not drive sufficient change.

The Director of Finance & Resources provided assurance to the Committee 
that action was being taken to address the weaknesses and explained the 
approach that had been taken.  It was recognised that historic issues relating 
to existing contracts needed to be addressed, and the recent major contracts 
such the Repairs, Maintenance & Investment contract with Osbornes had 
been more robust.  

Findings of the audit had been accepted by the Corporate Management Team 
and it was agreed that key recommendations made within the report be 
implemented.  It was brought to Members attention that good progress had 
been made on the recommendations, which included the Contract Register 
being reviewed monthly and published online; development of a corporate 
contract management framework creating a checklist and evaluation tool to 
evaluate current and future contracts against best practice. Following a review 
there had been internal discussion about the most appropriate structures to 
manage contracts in the future including the respective roles of central and 
departmental teams.

Councillor Strutton addressed the Committee under Rule 30 and he 
highlighted the apparent failure over several years to address the weaknesses 
in contract management.  He asked about the plans to improve monitoring, 
policies and procedures and highlighted the role of Members in providing 
strong oversight.  The comments were noted.

Members were assured by the approach outlined by the Director and 
welcomed the changes that had been introduced and the benefits to be 
gained from effective contract management were highlighted.  It was 
suggested and agreed that the Committee take a more active role in 
scrutinising major contracts by widening the scope of its regular scrutiny of the 
Arvato contract to include other contracts such RMI.  An update would be 
provided early in the New Year.

Resolved –

(a) That details of the report and the actions being taken in response to the 
identified weaknesses be noted.

(b) That the Committee considered a wider report on contract 
management including RMI and potentially other major contracts in 
early 2019 alongside the scheduled scrutiny of the Arvato contract.
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28. Forward Work Programme 2018/19 

Members considered details of the proposed Work Programme and following 
discussions, agreed that it be updated as follows:

 That a wider update on contract management including Arvato and 
RMI be considered in January 2019.

Resolved – That the Work Programme be approved.

29. Members Attendance Record 2018/19 

Resolved – That the Members’ Attendance Record be noted. 

30. Date of Next Meeting - 15th November 2018 

The date of the next meeting was confirmed as 15th November 2018. 

31. Exclusion of the Press and Public 

Resolved - That the Press and Public be excluded from the meeting during 
consideration of the item in Part 2 of the Agenda, as it involves 
the likely disclosure of exempt information relating to the financial 
or business affairs of any particular person (including the Authority 
holding the information) as defined in Paragraph 3 of Part 1 of 
Schedule 12A of the Local Government Act 1972 (amended).

32. Part II Minutes - 12th July 2018 

Resolved –  That the Part II minutes of the meeting held on 12th July 2018 be 
approved as a correct record.

Chair

(Note: The Meeting opened at 6.30 pm and closed at 8.26 pm)


