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1.0 Introduction 

This is an interim report to outline the purpose behind the Building & Roads DLO submission “Its a Gas” 
for the ADLO Service Quality Awards 1998 and to update the committee on the current position. 

2.0 Background 

As reported in previous reports Total Quality management (TQM) is the goal of Construction Services 
Department. The TQM phdosophy whch is in line with the new Best Value Regime proposals, recogmses 
that customer satisfaction, business objectives, safety and environment considerations are essential and 
mutually dependent. 

The application of TQM calls for investment in people and time; time to implement new concepts, time to 
train, time for people to recogmze the benefits and move forward into new different cultures. Cultural 
change is the bedrock of both TQM and BVR and one way of measuring the progress of cultural change is 
to measure what we have done against an acceptable set of criteria. 

One of the most accepted frameworks to measure quality is against acknowledged and relevant best 
practice criteria. Last year, therefore, the Department measured its activities against the COSLA Award 
criteria and we were successful in being short leeted in the Business Process Efficiency category. This 
year we have put in an application in the Best Value category against the ADLO Service Awards 1998. 
The Best Value criteria for t h l s  award is very demanding and consists of 13 elements:- 

Financial 
VFM 
Benchmarking 
Productivity 
Training 
Customer Care 
Quality and Price 
Service Standards 
Value From Resources 
Consultation 
Quality htiatives 
Employment Opportunities 
Equal Opportunities Policy 
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ReDort on ADLO Service Oualitv Awards 1998 

Construction Services collaborated with the Department of Housing on the submission, “Its a Gas” whch 
sets out to demonstrate how the Internal Client and the External Customers of the newly formed Gas Unit 
of the Buildmg & Roads DLO are benefiting from a Best Value approach to the delivery of the new gas 
contract to 42000 households. It does so by illustrating how the DLO’s long term quality strategy and 
collaborative approach with the Client has created the framework withm which it was possible to respond 
to and create the service delivery structure and commence operations withm 4 weeks of winning the 
contract. Thls process whch is expressed in both quantitative and qualitative terms is set against the 13 
Best Value criteria. 

The submissions are being shortlisted at the beginning of January and the three finalists will be asked to 
attend the Europa Hotel, Gatwick at the end of January 1998. To date we have received no feedback from 
ADLO other than that there has been an exceptionally hgh  entry level. The finalists will be announced 
week commencing 12 January 1998. However we expect that because many of the English Authorities 
are at a more advanced TQM phase than ourselves that competition will be fierce. Nonetheless in applying 
for the award in a very short time scale - notification was received in late October 1997 and the closing 
date was early December 1997, we were able to judge the effectiveness of many of our activities against 
the essential criteria of the Award and identify areas of weakness against whch to consider future 
improvements. 

Given too that measuring the effectiveness of service provision is the key underpinning objective of the 
Best Value Regime, the exercise will make a valuable contribution to our progress and future focus for 
action. 

3.0 Recommendation 

The Committee is requested to note the current position in relation to the 1998 ADLO Service Quality 
Award Submission. 

Director of Construction Services 
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