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1. Purpose of Report/ Introduction 

1.1 The Pest Control Service within Environmental Health has been awarded Chartermark 
Accreditation in recognition of excellence in customer service. This report is presented to 
inform the committee of this achievement. 

2 Background 

2.1 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. 

2.2 Charter Mark is unique among quality improvement tools in that it puts the customer first. It 
is promoted as a positive force for change and customer service improvement, and 
achievement of this standard requires a real commitment to customer care and involvement. 

3 Pro posals/Co ns i de rat i ons 

3.1 The Chartermark assessment was carried out on 29 and 30 November 2004. It involved two 
full days of auditing by an external auditor acting on behalf of SGS Ltd, the company 
appointed to carry out Chartermark assessments within North Lanarkshire Council. 

3.2The audit was carried out after detailed assessment of documented evidence provided to 
the auditor, and involved meetings with management, staff and customers. The auditor also 
visited Northline to speak to management and staff about their involvement in the pest 
control service, and spoke to the contractor who deals with excess wasp requests during the 
summer period. 

3.3 The accreditation lasts for a period of three years, at which point a full reassessment is 
carried out. However, interim compliance audits will be carried out each year to ensure that 
the service continues to maintain standards, and can demonstrate continuous improvement 
in service provision and customer care. 



. 

4 Sustainability Implications 

4.1 The recommendations to the committee are consistent with policy and there are no 
sustainability implications. 

5 Corporate Considerations 

5.1 The recommendations to the committee are consistent with policy and there are no 
personnel, finance, legal or property implications in the report. 

6 Recommendations 

6.1 That the Sub Committee notes the achievement of Chartermark Accreditation for the Pest 
Control service. 

6.2 That the Sub Committee congratulates all staff involved in delivering the service on the 
attainment of this award. 

David M Porch 
Director of Planning and Environment 

For further information please contact Robert Steenson on 01236 616534. 


