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Introduction 

This report is to inform the committee of the award of the Charter Mark to the Advisory Services of 
the Trading Standards service. The award is in recognition of excellence in customer service. This 
covered the council’s consumer advice, money advice and home safety services. 

The Consumer Advice service has also been accredited for the Quality Mark Scotland Award. . - . I  

Background 

Charter Mark is the Government’s national standard for excellence in customer service. It is a 
registered certification mark, which is owned by the Cabinet Office. The Charter Mark Team, part of 
the Prime Minister’s Office for Public Services Reform determines the policy and administration of 
the scheme. 

Charter Mark is unique among quality improvement tools in that it puts the customer first. It is 
recognised as a positive force for change and customer service improvement. Charter Mark is 
promoted as ‘making a difference’ to public services. 

The Council is committed to gaining Charter Marks for all appropriate front line services, and as part 
of the Corporate Plan has a target of 80% achievement by 2008. 

The Consumer White Paper “Modern Markets: Confident Consumers” identified the need for 
consumers to have access to prompt and high quality consumer advice. The Department of Trade & 
Industry sought to address this aim by developing the Consumer Support Network model based on 
local authority and other advice agencies obtaining an agreed quality standard certification‘for their 
advice service. The Quality Mark Scotland Standard has been established so that members of the 
public who access consumer advice providers meeting the standard are assured of accurate and 
relevant advice. 

Considerations 

SGS LTD who are the Council’s assessors for Charter Mark carried out the assessment. This was 
done in two stages consisting of a document review of the application pack prepared by the service, 
followed by an on-site assessment in order to gain evidence of compliance with the Charter Mark 
standard. 

Objective evidence was obtained from review of documentation and interviews with staff, customers, 
representatives of partner organisations and senior management. In view of the customer focus of 
Charter Mark the views of customers are considered of great importance. 

\\plnasOBpublic\Directorate\Crawford\Committee Reports\P&E Meeting on 11.5.05\TS Charter Mark - 3.5.05.doc 



3.3 The successful assessment resulted in the raising of a small number of non compliances and an 
action plan has been completed to address these. The following positive observations were also 
recorded: 
- 

- 
- 

Excellent relations with partner organisations across the community from schools to 
organisations representing minority or marginal groups at risk of exclusion. 
A genuine sense of appreciation from clients who had been helped by the service. 
Excellent practice developing in community involvement based on a clear awareness of the 
social and economic situation of the area served. 

3.4 In addition the assessor reported that he was particularly impressed with the money advice GP 
liaison scheme and the Debt Awareness pack developed in collaboration with local schools. The 
report recommends that these initiatives be notified to the Cabinet Office as examples of good 
practice. These can then be included on the database of the Public Sector Benchmarking Service, 
which provides an information and advisory service for those involved with reforming public service. 

3.5 North Lanarkhsire Council’s Trading Standards Service received the preliminary Quality Mark 
Scotland award last year. In March 2005, the independent QMS auditor carried out a further audit of 
the quality systems and procedures relating to consumer advice, following which the award of the 
Quality Mark Scotland at the General Help with Casework level has been confirmed. This is the 
highest level of award under the Standard. 

3.6 The support and assistance from colleagues in other services and organisations who assisted with 
the applications and assessments is gratefully acknowledged. 

4. Corportate Considerations 

4.1 The recommendations are consistent with policy and there are no personnel, finance, legal or 
property implications in the recommendations. 

5. Recommendations 

5.1 That the committee notes the achievement of Chartermark Accreditation for the Trading Standards 
Advisory Services, and the Quality Mark Scotland Award. 

That the committee congratulates all staff involved in delivering the service on the attainment of 
these awards. 

5.2 

David M. Porch 
DIRECTOR OF PLANNING AND ENVIRONMENT 

For further information please contact David Roderick, Trading Standards Manager on 01236 61641 5. 
“I 
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