CHARTER PARK – WORKSHOP NOTES


REVISED CRITERIA – EXAMPLES OF GOOD PRACTICE 

CRITERION 1 – SET STANDARDS AND PERFORM WELL

1.1.1 You set precise, measurable and challenging standards for core services; where relevant these build on national statutory standards.

· A Benefits Agency has introduced its own local District Customer Charter to ensure that both customers and staff are aware of the District’s standards as well as the national standards. The charter does not supersede the national charter and standards but complements these and creates meaningful District standards that customers and staff can relate to.  

1.1.2  You set precise, measurable and challenging standards for customer service, measuring quality as well as quantity.

· A City Council has set clear, precise corporate customer care standards, which apply to all departments and have publicised these in a simple, but suitably informative booklet to ensure wide staff and user awareness of what users have a right to expect. 

1.2.1 You review and raise your standards each year, wherever possible.

· Every 12 months, a secondary school asks its student council to review the school's service standards and recommend changes. 

1.2.2 You monitor your performance against all standards.

· Some organisations include a question in their user surveys along the lines of: 'Please rate the courtesy of our staff on a scale of 1 to 5'. They consider that if at least, say, 85% of those completing the survey tick either the 4 or 5 box they can reasonably conclude that they are fulfilling their publicised standard to provide a courteous service. Without this empirical approach, they would have to rely on gut feeling, an absence of complaints and the odd thank-you letter. 

1.2.3 You meet your standards and this is confirmed independently where possible.

· A museum produces reports on performance in Gallery Monitoring, Customer Correspondence, Telephone Monitoring, Percentage of Working Exhibits and Complaints Review which provide proof that it is achieving against its own standards and highlights any shortfall in service. 

1.2.4 Your organisation’s performance compares well with others.

· A community college has moved forward through a process of setting targets for excellence via a collaborative approach in all key areas of the college’s work and from being recognised as a failing school was endorsed by the Chief Inspector of Schools as one of the best schools in the country.  

1.31 You consult service users, potential users, partners and staff to set and review your standards. 
· A leisure centre consulted users on the right temperature for the swimming pool.
1.3.2 You communicate your standards to your service users and potential users.

· The Planning Department of a District Council has its standards on A1 size posters in its waiting area.  The posters are on mobile stands that are periodically moved around so that they do not become fixtures that users cease to notice.  

· A District Council Planning Department realised that few people were aware of its Standards.  So, it simply sent a copy of them to a random (but large) selection of its users, inviting comment. At a stroke, this increased awareness ("we didn't know you were committed to a response within 10 working days" etc) and enabled them to modify their standards in the light of comments received. 

1.3.3 You make information on how you perform against all your standards widely available.

· A council publishes in its service standards leaflets information on its previous years’ performance alongside the current standards. 

1.3.4 Your standards are meaningful and relevant to all users, partners and key players.

· A school with good academic standards and performance found that students also gave high priority to non-academic aspects of school life. They developed standards in areas such as the staying-on rate, exclusions and parental involvement. 

1.3.5 You identify any dips in performance against your standards and explain this to service users, together with action you are taking to put things right and prevent further dips in performance.

· A local authority set out to improve the service for telephone enquiries by using the Best Value approach. In particular there was concern over the number of wrongly routed calls and the sheer volume of calls routed to one particular section. As a result of detailed consideration and discussion it was decided to introduce a call handling facility which involved introducing new hardware and software, staff relocation and re-training. 

CRITERION 2 - BE ACTIVELY ENGAGED WTH YOUR USERS,  AND STAFF

2.1.1 You consult in a variety of ways and regularly review these to make sure that the results are effective and reliable.

· An NHS unit found that many of its users could not or did not wish to complete questionnaires. Instead, it set up a focus group and got much more involvement and information from users. 

· A Government agency has incorporated a review process within its ordering system for printed literature.  Users’ views are collected and before further quantities of the printed document are produced a decision can be made on amending or updating the print item. 

2.1.2 You actively involve staff, particularly front-line staff in daily contact with service users, in planning services, and you empower them to be flexible in the way they deliver services.

· A local council has introduced a staff charter to establish a framework of good practice by encouraging staff to take responsibility for improvements in their own work areas and their development and to encourage managers to support them in doing so. 

2.1.3 You encourage staff suggestions to improve services.

· A Borough Council has introduced a scheme aimed at achieving financial economies or improving the efficiency or quality of services. The scheme offers cash awards of half or the first year’s savings (up to £5,000 tax-free) for cost saving ideas or up to £500 for efficiency or quality ideas. 

2.1.4 You speedily process and analyse the results of consultations

· A doctor’s practice recognised that users’ comments in the practice survey indicated a need for review of some non-medical services. A small focus group led to numerous improvements including facilities to amuse children, car-parking for disabled users and better management of non-urgent consultations.

2.1.5 You promptly inform users, partners and staff about the results of consultations, including any action you plan as a result.

· A local council has just under 2,000 members selected by sampling from the electoral roll who help the Council achieve its objective to involve local people more and understand what their views are on local issues. 

2.1.6 Consultation has a direct effect on your organisation’s services.

· A local Employment Service sees consultation and involvement with users as integral to its improvement work and as a result of comments regarding waiting times, many of the offices have changed their signing procedures to alleviate waiting times and deliver a more efficient service. 

2.2.1 You make information about all aspects of your services widely available to users and potential users, including how they are run and who is in charge.

· A Court Service, in order to advertise services to the wider community, has joined with a supermarket to provide a venue where Customer Service Officers can give the public the opportunity to see what the work of the County Court is all about. 

· A Court Service each month put on a display around a different theme with associated leaflets: domestic violence, repossession, small claims, money on-line. 

2.2.2 You tell your users how much it costs to run your services, how much they will have to pay if appropriate and how that compares with similar organisations.

· A maternity services unit publicised the cost of natural and caesarian deliveries.

2.3.1 You provide your service users with the information they need in plain, jargon-free language and in ways that meet their needs and preferences.

· A school has a very diverse range of pupils, who speak between them over 40 home-languages. Volunteer “parent translators” stand with teachers at the end of each day to help explain the contents of general letters home about meals, school trips etc. to any parent who may not understand the written information. Large welcoming photos of these parent translators are displayed outside each classroom to help other parents identify whom they need to speak to for help. Previously the school had such information translated – but found it was both expensive and that many parents preferred the face-to-face contact and opportunity to ask questions. 

2.3.2 Your organisation makes sure service users have received and understood the information and you improve it in the light of feedback.

· A large authority has produced comprehensive guidance on accessible information and since its implementation the level of accessible information has increased. 

2.4.1 You have made arrangements with other providers to actively provide a co-ordinated service.

· A Fire Authority has membership on a local community forum which represents housing, businesses, police, youth groups, parents groups and residents associations. This identified that fire deaths in the area (a local authority estate with a high level of social deprivation) were above average and that few properties had smoke alarms.

Young people were trained through a New Steps voluntary group to call on every property in the area to explain what was planned. Two ex-fire fighters were recruited to fit smoke alarms to every property and give fire safety advice to householders. The scheme will be evaluated by consideration of fire figures for the area on a three- monthly basis.

The scheme has no costs to the Fire Authority.  The benefits to residents are obvious, but go beyond the increase in fire safety. It has proved a good way of getting the community to work together. In addition, by involving young people in promoting the scheme their own awareness of fire danger was enhanced and will, it is hoped, contribute to reductions in fire related crimes. 

· A mobile County Council Help Point operates on a fire service vehicle in partnership with fire and police representatives. They visit rural communities and provide all three advice services from the one vehicle.  The vehicle can be converted back in 15 minutes to a fire command centre in the event of a major incident.

·  A leisure centre liaised with a local bus company, which agreed to modify its timetables to improve public access to the centre.  

· A partnership between a post office and a local chemist in which they displayed information about each other’s products resulted in boosting the post office’s sales of foreign currency. 
· An environmental health team cannot act without evidence of noise from neighbours. It works in partnership with an acoustic company to develop a monitoring system that enables noise sufferers to get the evidence. 

2.4.2 You have effective arrangements for passing information and consultation between providers.

· A local Employment Service has actively sought partnerships at many levels to improve service delivery including working in partnership with organisations representing socially excluded groups and with local partners has launch a web site which brings together a vast range of information on one easily accessed site.  

2.4.3 Your arrangements are for the benefit of service users.

· A constabulary has established a partnership with a range of interested agencies, including the local authority, utility companies, the local evening paper,  Pensioners’ Association, Age Concern, Help the Aged, Victims of Crime and Neighbourhood Watch to raise awareness of distraction burglary and provide crime prevention advice and assistance to potential victims.  

2.4.4 Your arrangements are cost-effective.

· A City Council works department has adopted an outward looking partnership oriented approach to business both as a contractor and a client that has led to more efficient working and improved bottom-line performance results. Most supplies and sub-contracts are placed with reliable proven partners who support the organisation in achieving high standards. The preferred suppliers and contractors are part of the team and offer keen prices because they can rely on collaboration and prompt payment. 

2.4.5 Your users know how to access co-ordinated services.

· A drugs unit provides a one-stop-drop-in medical and partnership service for women drug users and their small children tailored to meet the needs of a group of users who find accessing conventional services difficult. 

CRITERION 3 - BE FAIR AND ASSESSIBLE TO ALL AND PROMOTE CHOICE 

3.1.1. Your services are easily accessible by all.

· The Inland Revenue have established outreach facilities in libraries and at Employment Service offices and have a permanent presence in the local council’s main public assess point. 

· Before setting up an adult education class, the college used a school governor who used a wheelchair to do an access survey. 

3.1.2 You use technology to provide information about and access to services where appropriate.

· A community leisure organisation includes on its web site a table showing full details of disabled access and equipment available at each site, as well as any restrictions and when action is planned to address these.  It covers the number of designated car parking spaces, the location of toilets, the height of reception and café counters and whether induction loops are available, changing area facilities, types of hoists and ramps for pools, whether there are special sessions for people with disabilities. This page on the web site includes minicom contact details and a link to the Typetalk web site to help those wanting to use Typetalk Text Direct. The final part of the page asks for specific comments and suggestions to help the organisation monitor and evaluate the service provided for those with disabilities.   

· A council introduced swipe cards for tenants whereby rent could be paid at 52 local outlets. 

· A Fire Service has initiated the concept of web-based ‘cyber-friends of the Fire Service’ in an attempt to boost volunteers. 

3.2.1 Staff respond promptly and courteously to users and they identify themselves where possible.

· A group of trading standards authorities joined together to undertake a mystery shopping review of their telephone consumer advice services. Independent advice was provided by the National Consumer Council and the University of Central Lancashire. The purpose of the exercise was to review service accessibility and its quality in terms of speed of response, knowledge and responsiveness. 

3.2.2 You improve services to give people choice in the range and accessibility of services. Those choices offer service users as much flexibility as possible.

· A meals-on-wheels service caters for an ethnically diverse population. It offers diverse cuisine and option of personalised menu.

3.2.3 You ask your service users and staff for their views on how to improve choices, and act on what they say where appropriate.

· A Housing Service run by a local council has provided training for tenants with physical disabilities from a local community project to become assessors of new housing projects in their own right. Their agency will act in partnership with the council to work with builders and architects to ensure access arrangements are suitable and not just cosmetic. As one tenant said “When, as an assessor, I try to gain access in my wheelchair to a supposedly approved scheme for disabled users, and still can’t get through the door, it’s more difficult to explain it all away.”

3.2.4 You try to make sure your services, and access to them are affordable.

· An Employment Service has negotiated with a local bus and rail service operator to arrange for half-price bus and rail travel for 18-24 New Deal clients. This covers travel within the West Midlands area. 

3.3.1 You consult users with special needs about the information and access to services they need.

· A Health Authority consulted people with sensory impairment on the correct use of colour and fonts in their patients’ information literature. 

3.3.2 You make information accessible to everyone, including people with special needs.

· An art gallery runs visits for their Blind and Visually Impaired Group on a Thursday morning each month. These are attended  by member of the Friends of the Art Gallery who describes the exhibits and colours. 

3.3.3 You make reasonable changes to your facilities, policies, practices and procedures to help disadvantaged people, those with learning difficulties and members of minority groups who use or access your service.

· A prison librarian helps prisoners with poor reading skills to audiotape bedtime stories for their children. Besides improving family links, it also contributed towards the overall prison targets to improve reading levels of prisoners. 

· A Court Service was aware of a problem experienced by another court regarding the storage of holy books and took advice from local Asian solicitor who was able to obtain some information in storing and the use of the Koran. 

· In a council tax office reception area special adaptations to the chairs were made for walking sticks. 

· An environmental health department with responsibility for many ethnic restaurants ran a survey that demonstrated that although the restaurant managers spoke English many of the staff did not – creating an obstacle to basic food hygiene training. The department worked with local colleges to develop courses in relevant languages and also devised a non-written assessment for those with poor literacy. 

3.3.4 You have customer care, equal opportunities and disability policies and procedures which relate to all your service users. Staff ensure everyone is treated fairly and sensitively and you ask your service users’ views on this.

· A County Council has produced ‘Culturally Competent Care’ a good practice guide for care management to help staff assist users to access services more easily and ensure services are provided in culturally appropriate and acceptable ways. 

CRITERION 4 – CONTINUOUSLY DEVELOP AND IMPROVE  

4.1.1 You plan and realistically cost proposed or future developments to your organisation.

· A school has produced an internal school improvement plan, prepared by senior staff and those with responsibility for specific issues to drive the school to meet its strategic objectives. 

4.2.1 Your services and facilities have improved over the last three years and the improvements can be measured or demonstrated.

· The Housing and Property Services Department of a local authority launched a comprehensive advertising strategy aimed at raising awareness that properties were available for let and to positively promote social housing as a landlord. The overall process in relation to ‘void’ properties has become more efficient, effective and equitable.

4.2.2 There are high levels of user satisfaction and levels of satisfaction are generally improving.

· A Dog Warden service has sent all users a Customer Satisfaction Card asking for views on the service and user satisfaction. Monthly meetings are held to review the responses to the initiative when the objective is to follow up any dissatisfied users and to put things right.

4.2.3 You actively involve service users in planning improvements, and they know about and appreciate the improvements.

· A Leisure Centre was about to spend several thousand pounds on new equipment for its weight training facility.  However, (and prompted by its Charter Mark feedback report!) it carried out a survey of its users and discovered, to the staff's surprise, that few were interested in the weights room project whereas a preponderance of people wanted yoga classes to be introduced. 

· A Housing Association identified a series of improvements that it could consider making to its properties.  Before finalising its plans, it gave a list of the possible initiatives, along with likely timescales, to a cross-section of residents and asked them to put them in priority order. 

4.2.4 You assess, record and analyse satisfaction levels for the full range of service users for all key areas of service and take action to address any shortfalls.

· A local Employment Service has introduced a computerised customer survey system (an ‘Opinonmeter’) in order to ascertain and track user satisfaction and views about the service. The service wanted a more flexible system of user attitude sampling than the paper-based and face-to-face surveys traditionally used. Using the ‘Opinionmeter’ allows it to survey much more frequently than would otherwise be possible.  

4.2.5 You make the most of technology to improve services or value for money.

· A local authority needs to communicate with less active residents on benefits and local services. It installs teleconferencing facilities at points in the area allowing access to council staff.

4.3.1 You have a well-publicised, easy to use complaints procedure, including a commitment to deal with problems fully and solve them wherever possible within a time limit.

· A London Borough has introduced a corporate complaints form for children and young people, recognising the UN Convention on the Rights of the Child requirement that children should have the right to be heard and express themselves. 

4.3.2 You give staff guidance and training to handle complaints and empower them to put things right.

· A Social Services’ Home Care team have staff dispersed over a wide rural area and do not always find it easy to get everyone together for training. They have developed a “Customer Care Workbook” (along a GNVQ model) that enables staff to identify and describe the best way of handling customer comments and complaints. Staff then send in the workbook for regular feedback from managers/trainers. 

4.3.3 You actively encourage users, partners and staff to comment on your service.

· An NHS unit learned through a survey that there was significant user dissatisfaction although formal complaints were very few. The unit introduced an easily accessible comments book for users who wished to complain anonymously. 

· A library wanted to review its complaints process. It asked users for their comments by placing bookmarks in all books borrowed in a fixed period. 

4.3.4 You keep and analyse records of the number and type of formal and informal complaints, compliments and suggestions and how quickly they are dealt with.

· A London Borough Central Complaints Unit introduced complaints management software to monitor complaints, user feedback, identify trends and quickly produce detailed reports. 

4.3.5 You publish details of the number and type of complaints, compliments and suggestions along with the improvements you made as a result.

· A leisure centre has introduced ‘You asked – We did’ posters throughout its organisation to demonstrate to users that the service listens to user comments and takes appropriate action.

4.3.6 You ask people who use your complaints procedure what they think of it.

· A college introduced a novel approach to the review of its complaints handling processes under which members of the college Chaplaincy Team, as independent and unpaid individuals, undertake an external audit of the complaints handling process.

CRITERION 5 – USE YOUR RESOURCES EFFECTIVELY AND IMAGINATIVELY

5.1.3 You organisation makes the most of available resources.

· In a hospital a junior staff member noticed that of the seven sizes of surgeons’ gloves available only three sizes were used regularly. Following consultation with the surgeons the number of gloves purchased was reduced. 

5.2.1 Your staff are aware of the need for efficiency and value for money for the customer.

· A secondary school allocates a budget to the school council which is made up of representatives from pupils in each year group. The council is empowered to authorise minor works through this budget. They are required to follow a proper process of planning, prioritisation and implementation. This has the effect of creating a greater financial awareness amongst pupils. It also gives them a feeling of ownership and they take pride in the improvements that have come about as a result of their decisions. 

· A Borough Council Department is on the fourth floor of the building.  It put a succession of energy saving reminders on the three landings of the stairs leading to its accommodation.  The posters are noticed because they are the only items on otherwise blank walls.  

5.2.3 – You have plans to improve value for money and keep costs down.

· A library service saves money in administrative costs by introducing on-line solutions for the renewal of books and for enquiries and offers access to networked PCs at libraries. 

CRITERION 6 – CONTRIBUTE TO ENHANCING OPPORTUNITY AND QUALITY OF LIFE IN THE COMMUNITIES YOU SERVE
6.1.2 You have reviewed the social, economic and physical impact of your organisation and considered whether there are under-used and /or potentially useful resources for the community.

· A Housing Association has provided accommodation to meet local housing needs and at the same time has ensured a new lease of life to historically and architecturally significant buildings whose future would otherwise be uncertain. Flats and apartment schemes have been accommodated within the sensitively and sympathetically restored exterior and facades of old buildings. 

· A school that wished to improve facilities for language teaching sought private sector sponsorship. This was achieved by offering opportunities for language tuition to the local community, including staff of the sponsor, in a new state-of- the-art language laboratory. 

· A Court Service erected notice boards to advertise the services of other organisations that may be of use to people using the Court. 

· A school made a Lottery Grant application (successfully) in conjunction with local council to improve school playing field and changing facilities. The local community will have access to the new facilities. 

· The Inland Revenue’s Local Education and Business Partnership has, in addition to offering Work Experience Placements, introduced teacher placements to help understanding of the work of the Revenue. 

· A Court Service manager attends mock job interviews put on by the local school to give pupils interview experience.  

· A Police Force is involved in a project to develop a piece of theatre dealing with diversity and race issues to enable participants to effectively challenge unacceptable language and behaviour and respond positively themselves when challenged. 

· A fire service in partnership with a housing association set up a scheme for the local community fire station to carry out comprehensive fire safety checks in three local 15-storey tower blocks to make them ‘fire free’ zones. 

· Prison inmates provide support to charities, schools, churches and pensioners in the form of labour to undertake renovation and minor construction projects. 

6.2.1  Your organisation has given corporate support and invested appropriate resources to its involvement with the community.

· In order to encourage other commuting patterns to ease pressure on the roads a local council offers discount to its staff to use Park & Ride facilities. 

6.2.2  You have been positively involved with the community for six months or more.

· A number of courts run 'mock trials' for local school children, who thereby gain an understanding of the way our judicial processes work. 

· A Court Service set up programme for school visits. Over 1000 children attended an  open day. 

· An Inland Revenue office extended interaction with the Muslim community by participating in Radio Ramadan using a trained radio broadcaster. 

· A Customer Service contractor allows employees time off in the day to assist with pupils learning to read as part of a Right to Read Campaign in schools. 

· A school works with the local Meals-On-Wheels service to supply volunteer pupils as helpers. 

· A Housing Association invites the local Housing Benefits office to use their facilities in a remote small town to provide accessible services for users. 

· A local council  in partnership with a wildlife trust and friends of the Parish Church work together to develop  the churchyard as a heritage site for local people. 
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