
Civic Centre, Castle Street,  
Merthyr Tydfil    CF47 8AN 

 

Main Tel: 01685 725000 www.merthyr.gov.uk 
 

 

 
SCRUTINY COMMITTEE REPORT 

 

 

 

 

To:  Chair, Ladies and Gentlemen 

Report on Re-opening of the Civic Centre & One 
Stop Shop 
 
 

1.0 SUMMARY OF THE REPORT 
 
1.1 The purpose of this report is to provide an update to the Committee regarding plans 

for customer services and reopening the One Stop Shop.  This follows on from the 
item that was discussed at the Committee meeting in June 2021. 

 
1.2 This report includes an update on actions and the challenges faced, plans to re-open 

the One-Stop-Shop and some future opportunities to enhance our customer 
services.  We would welcome the input of Scrutiny Members into the opportunities in 
this report which can be used to strengthen proposals.   

 
1.3 This is all being considered together with staffing arrangements and safe working 

practices whilst meeting the needs of our residents.  Recommendations will be taken 
to Cabinet for approval. 

 
 

2.0 RECOMMENDATION(S) 
 
2.1 The content of this report is noted and debated.  
 
 
 

3.0 INTRODUCTION AND BACKGROUND 
 
3.1 During the coronavirus pandemic, all council buildings have been closed to the public 

in light of public and staff safety.  You will all be aware of the impact that the 
pandemic has had on our community and how the Council has responded.   
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3.2 The Council has continued to run services through the contact centre provision via 

the telephony service and provided support for online queries. 
 
3.3 Back-office services have adapted their public assistance and support utilising online 

services, web interactions and telephone provision. 
 
3.4 Payments are being made via online options, telephone assistance or through 

‘paypoint’ outlets throughout the County Borough. 
 
3.5 We would like to thank our residents for their patience and cooperation throughout 

the pandemic and information provided by our Corporate Complaints Department 
advises that there have been no formal complaints received relating to the Civic 
Centre not being open.  However, we realise that some residents would prefer face-
to-face interactions where safe to do so. 

 
3.6 With the easing of lockdown restrictions, various operational plans for customer 

service delivery are being considered.  We would like to continue to offer the new 
ways to use our services that some residents prefer. 

 
3.7 Departments have been working together on how their service provision can be 

supported by the Contact Centre.   
 

 

4.0 WHERE WE WERE  
 
4.1 We have taken points from the last time this topic was discussed at scrutiny and 

carried out addition research and preparation for reopening.  For example, this has 
included liaising with other Councils on their customer service models and what 
options we have.  A risk assessment has been carried out by the Council’s Health 
and Safety Team to ensure our processes are safe. 

 
 

5.0 WHERE WE ARE NOW  
 
5.1 With any re-opening plans, consideration of how the adapted new ways of working, 

including how we have strengthened our digital and telephone offering, are at the 
forefront of discussions.  Following the Scrutiny Committee meeting in June, this 
report provides the Committee with options to consider and for input prior to a 
Cabinet decision being made.   

 
5.2 The website traffic has increased by 14% on the previous year, and telephone calls 

to the contact centre have increased on average by 1,000 calls per week.  This data 
shows the need for our residents to continue to engage with us but also shows we 
have adapted to the new methods of communication brought about due to the 
pandemic.   

 
5.3 This is an important factor as it gives us an opportunity to think about different ways 

of customer engagement and support the needs of our residents.  In that respect, 
there are a number of opportunities that are being considered to manage current 
service needs.  Some of these are longer term options.   

 



5.4 There is an option to remain as we are and continue to provide all services as we 
have done throughout the pandemic.  However, we want to be able to continue to 
provide services to meet the needs of our residents.  As such we have considered 
other opportunities following on from discussions held at the last time this item 
featured on the scrutiny committees forward plan (June 2021).   
 

5.5 There is an opportunity to use the learning from the pandemic and use the feedback 
from the public through our scrutiny members to meet the needs of our residents.  
Therefore, we can start a phased reopening of the One Stop Shop in line with the 
outcomes of the risk assessment.  It is proposed to have slightly reduced open times 
initially, compared to the pre-pandemic service.  This can be based on an 
appointment basis but also taking emergency queries to prioritise our support for 
those who need it most.  Our staff will be on hand to support our customers.  This is 
the same approach as taken previously.  This will ensure the correct staff (expertise 
and number) are available and can work safely in their work environment in the back-
office (being able to work from home where possible).  This will support our front-line 
staff in how they can deal with queries and it means our customers can be served in 
a safe manner.  An option is to open the Civic Centre One Stop Shop with reduced 
opening hours of 9am -12pm and 2pm - 4pm.   This will mean that existing methods 
of contacting the Council (e.g. via telephone) can be managed and we can limit 
unnecessary face-to-face contact but still enable the support for our customers.  This 
type of reopening can happen in the near future (next few weeks) depending on the 
building works currently being carried out on the Civic Centre, the position regarding 
the pandemic at that time and Cabinet approval.  It is important to note that general 
enquiries and services can be done via our website and telephone.  We would 
encourage residents to contact the Council first to ensure everything is in place and 
an appointment is needed.  More information on how to access our services will be 
part of our on-going information sharing.   
 

5.6 In the longer-term we are investigating ways where members of the public can visit 
locations in the community for basic services and can use technology to speak to 
members of staff.  This would be similar to how some banks operate.  This option is 
used to varying degrees in other Councils across Wales.  This option will depend on 
cost and technology limitations but will support any opportunities to work with other 
organisations (where appropriate) and make best use of Council floorspace.  This is 
being investigated further and could mean creating other ways of working, for 
example ‘regional hubs’ across the County Borough.  The Council would need to 
investigate which buildings to use but, for example, could use Council owned 
buildings.   
 

5.7 This option would mean resilience if the Civic Centre was ever closed again, and 
there could be naturally less customers needing to use the Civic Centre.  The service 
volumes would not reduce but be delivered in these different locations or different 
ways to meet the needs of our residents.  Service delivery would be provided 
through telephone systems linked closely with our telephone menu options and 
through appointment requests facilitated by back-office services.   
 

5.8 We have also considered using additional technology.  The introduction of scanning 
stations, where customers can scan documents themselves (e.g. documents needed 
for Council Tax/ Benefits) is an example.  Customers scanning documents 
themselves will reduce the need for queuing to see an advisor and reduce wait 
times.  Members of staff would be on hand to support this if required.  Future further 



technology advancements could see documents being scanned through web-based 
applications. However, it should be noted that there is an additional cost to this which 
will be considered when investigating this option further.   
 

5.9 Investigation is taking place on how IT can support Microsoft Teams to enable a 
face-to-face facility within the hub model (or at the Civic Centre) and the potential of 
staff rotations to enable delivery and/or a screen at customer facing buildings.   
 

5.10 For the here and now, appointments will be made for customers via face to 
face/telephone or potentially Microsoft Teams (video call).  The booking of 
appointments will be managed by each service area so as to allow service managers 
to continue to support the agile working policy and ensure staff work in a safe 
environment.   
 

5.11 There is a potential issue with receiving payments when we reopen as the payment 
kiosks are outdated and form part of a wider discussion regarding the taking of cash.  
As such, the cash payment kiosks will not be available, but customers will be able to 
continue to make cash payments at the various ‘paypoint’ outlets as they have done 
throughout the pandemic.  A communications campaign will outline the above, as 
well as promoting the digital offerings that will remain in place.  The Council is able to 
take payments over the telephone and on-line.  These methods are likely to be 
quicker and more efficient for our residents.   
 

5.12 As mentioned above, a risk assessment has been carried out by the Council’s Health 
and Safety Officer and all points raised have been addressed to ensure both staff 
and customers will operate in a Covid controlled environment.  Physical measures in 
place will include floor distancing markers, the wearing of facemasks for customers 
(except with an exemption, similar to the way public transport operates), and 
provision of hand sanitiser on entry to the building; screens will remain at the main 
reception desk, in interview rooms and in pods.  Windows will remain open in the 
reception area to allow adequate ventilation; interview rooms have an external air 
supply and screens are in place between the customer and member of staff.  Face to 
face contact will be limited to 15-minute sessions to reduce risk. Queue management 
will be carried out by the contact centre staff.  The staff will have access to the list of 
appointments for a given day, which will allow queue intervention and the ability to 
advise customers of their options for accessing services in the safest and most 
efficient way.   

 
 

6.0 WHERE WE WANT TO BE  
 
6.1 We want to continue to deliver services to our customers and explore new ways to 

do this.  We will listen to the input from Scrutiny Committee Members to progress 
this.  We want to continue to meet the needs of our residents through all our 
channels in an effective, efficient and economical way.   

 
 
 
 
 
 



7.0 WHAT WE NEED TO DO NEXT  
 
7.1 Following input from Scrutiny Members it is proposed to re-open the One Stop Shop 

in line with Covid guidelines, works being carried out on the Civic Centre and options 
being approved by Cabinet.  This is likely to be over the next few weeks.   
 

7.2 We want to also explore options in this report to further develop and improve our 
service provision.  A report will be taken to Cabinet for approval prior to reopening 
the One Stop Shop.   

 
 
 

8.0 CONTRIBUTION TO WELL-BEING OBJECTIVES 

8.1 This report supports all four of the Council’s well-being objectives as the Council’s 
Customer Services enable residences to access services.  

 

 
ALYN OWEN 
DEPUTY CHIEF EXECUTIVE 

COUNCILLOR ANDREW BARRY 
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Does the report contain any issue that may impact the Council’s 
Constitution?  
 

No 

 

 


