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To: HOUSING COMMITTEE 

From: DIRECTOR OF HOUSING 

Date: 1 APFUL 1998 

Subject: Charter Mark Award 1998 

‘ 1. 

1.1 

1.2 

2. 

2.1 

2.2 

Background 

The Charter Mark is the Government’s award for organisations which provide an excellent service to the public. 
The former Motherwell District Housing Department was awarded the Charter Mark in 1995. It was awarded 
for a three year period and runs out this year. 

The purpose of this report is to advise Committee of the criteria involved in the Charter Mark and to seek 
approval for North Lanarkshire Housing to apply for the award during 1998. 

The Charter Mark Criteria 

The Charter Mark is judged on how an organisation performs against individual criteria. The judges also 
assess the general quality of the service to customers. 

There are nine criteria against which a service is judged and these are itemised as follows: 

e Performance Standards 

Setting, monitoring and publication of explicit standards. Publication of actual performance against 
standards. 

e Information and Openness 

Full accurate information readily available in plain language about how services are run, what they 
cost, how well they perform and who is in charge. 

e Consultation and Choice 

Choice offered wherever practicable. Regular consultation with users. User’s views taken into account 
in final decisions about standards. 

e Courtesy and Helpfulness 

Courteous and helpful service fiom public servants who will informally wear name badges. Services 
available equally to all who are entitled to them and run to suit their convenience. 
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0 Putting Things Right 

Well publicised and easy to use complaints procedures with independent reviews. 

0 Value For Money 

Efficient and economical delivery of public services. 

0 User Satisfaction 

Evidence that users are satisfied with the quality of service they receive. 

0 Improvements in Service Quality 

Measurable and demonstrable improvements in quality of service over the last 2 or 3 years. 

0 Planned Improvements & Innovations 

New initiatives to improve services planned for introduction after 1 July 1998. 

2.3 These criteria relate directly to the principles already established in the Best Value Regime. 1 

3. The Timetable 

3.1 The following outlines the timetable for organisations intending to apply for the Charter Mark this year. 

Registration 
Application 
Site Visits 
Results 
Presentation 

29 May 1998 
1 July 1998 
September/October 1998 
NovemberDecember 1 998 
JanuarylFebruary 1999 

3.2 A project team, led by the District Manager (North) has been established to take this initiative forward, to 
register the department’s application and to finalise the submission under the Charter Mark scheme. 

4. Recommendation 

4.1 It is recommended that Committee approve the steps taken by the department to progress an application for the 
Charter Mark Award 1998 and note that further reports will be submitted to Committee as the application is 
finalised. 

5. Background Papers 

5.1 The background papers are available within the department. 
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G Whitefield 
Director of Housing 


