MINUTE OF MEMBER ZONE SOUNDING BOARD – MEETING 9
HELD ON 12th DECEMBER 2025 AT 10AM, VIA MS TEAMS 
	Present
	

	Bob Miller
	Customer Engagement Manager 

	Jamie Robertson 
	Digital Snr Engineer (Applications) 

	Anna Alderson 

Councillor Kieron Green (part)
Councillor Fiona Howard (part)
Councillor Willie Hume


	Customer Liaison Officer RIS

Elected Member 
Elected Member

Elected Member



	
	

	Apologies 

Mark Calder
Councillor Liz McCabe
Councillor Dougie MacFadzean 

Councillor Iain Shonny Paterson 
Jane Jarvie

	Project Manager RIS
Elected Member
Elected Member
Elected Member

Communications Manager 

	


	
	
	Action

	1
	Welcome and introductions
Bob welcomed everyone to the eighth meeting of the group, noted the apologies and thanked those in attendance. He welcomed Cllr Hume to his first Sounding Board Meeting.  

	

	2
	Minute of Previous Meeting 
Minute from the previous meeting held on 1st May 2025 was circulated and agreed as an accurate record.  

The following updates were noted in terms of the previously agreed actions:

· Noted review of update to MZ Member System User Guide and video was outstanding; implementation of new cloud-based contact centre platform had to take priority, but this was still on the workplan. 
· Discussion held regarding keeping councillors informed when enquiries marked by Services as “Work Scheduled” had been completed. Agreed it was vital that Services send an email update to Members to let them know in addition to changing the case status.  Complete
· Members who had not used MZ had been contacted and offered support. Complete.
· Cove and Kilcreggan Community Hub Pilot Documents added to MZ Library. Complete.
· WDM cannot accept files uploaded by members via MZ, although the back office team can see them in Oracle. RIAMS Project is looking at better integration. Complete.
· Link to Integrated Impact Assessments on Council Website added to MZ library. Complete.

· Sharing in Ward guidance added to MZ Homepage and demonstrated at meeting. Complete.

	Jamie 

 

	3
	Review of current Member Zone Request Portal Performance 
a. MZ Update Report FQ1/2 2025/26 discussed and copy of report placed in MZ library.  Over 500 new enquiries logged since the last meeting and over 4000 since inception.
Matters arising:

1. Bob asked Jamie for confirmation that the Oracle system’s three year auto archive functionality would not impair Member’s ability to receive information on historic MZ cases older than three years old. Jamie noted that although archived, the data was not deleted, so recovery of information was possible. 

2. The low take up of the satisfaction survey (6%) was noted and options to increase that were discussed. It was thought that a reminder to Members to complete the survey a few days after the closure of an enquiry would be beneficial – where no survey had already been done. Jamie is to investigate if this is possible to automate. 

b. Operational Issues – none reported.  

c. System Issues – Jamie noted that he had helped three members with person specific issues since the last meeting but there were no universal issues affecting all members.  


	Jamie 

	4
	Current in progress and planned Member Zone System Developments 
Jamie covered the system and reporting enhancements completed since the last Sounding Board Meeting:

· Functionality to allow members to drop a point on a map, rather than having to identify a specific asset when reporting issues for certain roads and lighting assets

· A new pop up alert to prevent members logging issues for Trunk Road faults that are not council’s responsibility

· A new emailed alert to Caseload Controllers for those cases with no due date for next action set

· Added new category to escalation criteria for cases where initial response is 10 days past initial response SLA

· Broadened the Director’s DMT monitoring report to include all D&I services, not just RIS

Outstanding Developments: Other than the new ones identified at this meeting the development plan has now been fully actioned. Jamie did showcase a new piece of functionality that is being introduced as a deliverable of the RIAMS RIS Project, which now shows open road and lighting faults as purple dots on the map that is displayed when members log a new fault. This will allow members to link their requests to existing ones to avoid duplicates and so they receive updates. Jamie will inform members when this has been launched.
New Development Requests – Bob asked for an additional element of reporting for the next SB Update Report, to tell members how many cases had been auto closed using that functionality.
Overall Cllr Hume noted that he thought the MZ system was working very well.
	Jamie 

Jamie

	5
	Member Zone Information Resources 
It was noted that RIS Weekly Operational Briefings were up to date in the MZ library and there had been no recent requests from member for topic specific Service Information Briefings.

Jamie did a show and tell on the recent additions to the Spatial Hub Mapping Tool and specifically the Argyll and Bute Council segment on it.
Bob reminded the group of the link in MZ to the new Integrated Impact Assessment section on the council website and that this would be important in the run up to the Council Budget Meeting in February, when IIAs would be done for budget cut proposals.

 
	

	6
	Member Support 
Bob noted that there had been no replacement found for Helen MacLeod to represent Members Services on the Sounding Board, but he is pursuing this with DMT.

90% of cases logged through MZ are now logged by Members using Self Service.  
	Bob

	7
	A.O.C.B. 
None noted
	

	8
	Date of Next Meeting – May 2026.  
	Bob 


1

