MINUTE OF MEMBER ZONE SOUNDING BOARD – MEETING 10
HELD ON 5th AUGUST 2026 AT 10AM, VIA MS TEAMS 
	Present
	

	Bob Miller
	Customer Engagement Manager 

	
	

	Anna Alderson 

Councillor Kieron Green (part)
Councillor Fiona Howard (part)
Alistair Caw
	Customer Liaison Officer RIS

Elected Member 
Elected Member

Digital Services Developer CET

	
	

	Apologies 

Mark Calder
Councillor Liz McCabe
Councillor Dougie MacFadzean 

Councillor Iain Shonny Paterson 
Councillor Willie Hume

Jane Jarvie
Jamie Robertson
Iona McMillan
	Project Manager RIS
Elected Member
Elected Member
Elected Member

Elected Member

Communications Manager 
Digital Snr Engineer (Applications)

Members Services Officer

	


	
	
	Action

	1
	Welcome and introductions
Bob welcomed everyone to the 10th meeting of the group, noted the apologies and thanked those in attendance. He apologised that the meeting had been delayed until after council recess due to late completion of the Annual MZ Report.  

	

	2
	Minute of Previous Meeting 
Minute from the previous meeting held on 12th December 2025 was circulated and agreed as an accurate record.  

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

· Review and update to MZ Member System User Guide and training video now scheduled on CET Team Plan to be done early 2027 ahead of next Council elections, so resources are available for next member induction. 
· It had not been possible to set a reminder to Members to complete the feedback survey a few days after the closure of an enquiry as the email and survey systems cannot be integrated. All agreed sending a universal reminder would be overkill.
· The action had been completed to introduce the new piece of functionality to now show open road and lighting faults as purple dots on the map that is displayed when members log a new fault. Anna confirmed it had also been extended to public enquiries and was working well.
· The report detailing member requests that have been auto closed is now in place and shows:
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Attending members both confirmed that they found this functionality very helpful as a reminder to take action on open cases and as a failsafe. Anna mentioned that a couple of members had complained to RIS about cases being closed and it was agreed that Bob would draft a reminder brief for members about the functionality and add it to the MZ library.


	Jamie 

Bob

	3
	Review of current Member Zone Request Portal Performance 
a. MZ Update Report covering the fourth year of MZ operation 2025/26 discussed and copy of report placed in MZ library. Key point were: 
1. 4628 cases logged since inception and 1131 in past 12 months, 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. 97% of members were satisfied with the timeliness of their responses, 98% with the quality and 97% satisfied with the final outcome of their enquiry. Survey response was 12% with 133 satisfaction survey responses submitted.  A reminder to do the survey will be added to the MZ homepage.
3. 8 significant system enhancements had been added over the past year, many in collaboration with the RIAMs project, so they benefitted citizens as well as members in the reporting and resolution of Roads and Lighting faults.
b. Operational Issues – It was noted that 99 of the 1131 cases logged via MZ in the past year had been escalated, largely due to SLA targets being exceeded. At the inception of MZ it had been RIS that had most escalated cases as 79% of all enquiries were for them. However in 2025-26 sixty of the ninety nine escalation were for other Services. Of the current caseload ALL of the 14 cases that have exceeded their SLA by more than 4 weeks lie with other Services. Bob noted that Member Services had the role to monitor the SLAs and a new member of staff had recently been recruited (Iona McMillan), so he would meet with Iona to review the process. 

c. System Issues – none reported that were directly attributable to MZ, however the recent corporate switch to MS365 had led to some difficulties for members logging on.   
	Jamie 

Bob/Iona

	4
	Current in progress and planned Member Zone System Developments 
Ally Caw covered the system and reporting enhancements completed since the last Sounding Board Meeting and confirmed that there were no outstanding member enhancement or technical issues. Bob noted that this reflected the maturity of the system and the considerable number of enhancements added since it was launched in 2022; many at the behest of members on the SB.
The main task for the Development Team ahead of next council elections  is to fully review the MZ training manual and supporting resources such as videos and Bob is liaising with Shona Barton to ensure it is integrated into the new Member Induction.
	Bob

	5
	Member Zone Information Resources 
It was noted that RIS Weekly Operational Briefings were up to date in the MZ library (They are not added during recess) and there had been no recent requests from member for topic specific Service Information Briefings. One new briefing has recently been added regarding the imminent launch of a new Whatsapp channel for citizens and businesses to log service requests via that media.
Bob noted that the Spatial Hub Mapping Tool had recently been revamped by The Improvement Service and was much easier to find data sets, particularly those related to Argyll and Bute Council.
	

	6
	Member Support 
As previously noted Iona McMillan was now the new MZ liaison for Member Services on the Sounding Board and is being copied in to the fortnightly operational reports.
91% of cases logged through MZ are now logged by Members using Self Service.  
	

	7
	A.O.C.B. 
None noted.
	

	8
	Date of Next Meeting – Feb 2026.  
	Bob 


1

