Customer Access Network Group

Terms of reference for discussion, amendment if required and endorsement by e-Champions Group

Name

Customer Access Network Group

Aim 

To improve customer access and customer service in Norfolk public services by:

· Undertaking specific joint projects

· Addressing relevant issues affecting more than one organisation and providing a combined Norfolk response

· Being an action group for projects and information requests arising from the East of England Regional Assembly Customer Service Group, the Norfolk e-Champions and other regional and national bodies.

Objectives

· To develop and implement a joint work plan to meet the aim of the group

· To provide a forum to discuss common issues and new developments

· To reduce duplication of work between partners

· To share best practice

· To champion customer services within Norfolk public services

Exclusions

Group members will have the opportunity to participate in all activities but it is not a requirement that all do so on every occasion.

Reporting






ASSUMPTION – Norfolk e-Champions handle engagement with Members

Practical Arrangements

The Customer Access Network Group will meet 6 times a year.

Membership of the Group is open to the following:

· Representatives of all Norfolk councils

· Representatives of the Broads Authority

· Representatives of Norfolk Police

· Representatives of Norfolk PCTs

The group recognises that all members have busy professional lives – items will be circulated in advance of meetings where appropriate, individual task and finish groups (which will be open to all group members) will take forward specific activities.

Norfolk councils will commit to attending all meetings to ensure continuity – substitutes will be sent when necessary. Other group members will be encouraged to adopt the same approach.

At the beginning of the year a work plan will be drafted and chairs will be allocated for four months (two meetings) each.

At the end of the year there will be a meeting to review the terms of reference and work plan and agree activity and allocate chairs for the following year.

The group will report to e-Champions every six months, outlining progress against the work plan.

County Hall may be used as the meeting location if chairs prefer not to use their own office location.

The minutes of the Group's meetings will be published on the Norfolk Connect website, and a link circulated to group members.
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Norfolk e-Champions





Role – approving funding bids, approving work plan, escalation





East of England Regional Assembly Customer Service Group





Role – requests information, provides information, requests resource for project implementation








