
REPORT /To Socm WORK COMMITTEE 
(Operations and Services) 

Subject: CHARTERMARK APPLICATIONS 

From: DIRECTOR OF SOCIAL WORK 

1. PURPOSE OF REPORT / INTRODUCTION 

1.1 The report details progress made by the four applicants within the department for the Chartermark award 
in 2002. 

2. BACKGROUND 

2.1 It has been the objective of successive Governments to improve the delivery of public services with a 
greater emphasis on service users. In line with this, the Council's Corporate Plan 2001-2004 emphasises 
the key topics of continuous improvement and Best Value and incorporates a priority theme: A 

'Developing the Organisation'. 

2.2 The Chartermark is a scheme which has been cascaded throughout the UK public sector since 1993. It is 
both a standard of customer service and a quality improvement tool to assist organisations in the 
improvement agenda. The scheme is rooted in the Citizens Charter published in 1993 although, each 
year, the principles and criteria of the standard have been refined and modified by the Cabinet Office. Its 
focus and purpose have remained the achievement of structured improvements in service delivery. 

3. PROPOSALS / CONSIDERATIONS 

3.1. Four serviceshnits of the department were selected by the Senior Management Team to apply: 
0 Community Alarms 
0 East Stewart Gardens Day Centre 
0 Supported Employment 
0 Mitchell Street Children's Home. 

3.2. Teams were formed to progress the applications, and briefings were held with Social Work Resources 
staff ,operational and care group managers to formulate programmes and methodologies. The 
schemes were registered online at the Chartermark website in January, 2002 with a view to obtaining, if 
possible, award decisions by the Chartermark Assessors before the end of 2002. The timetable of 
decisions is at the discretion of the Chartermark Assessors, however the timetable of application 
submission and Assessor visits would indicate that all results should be known before the end of 2002. 

3.3. Team meetings have continued throughout the year and a joint meeting involving representatives from 
all the teams was held in June in order to compare approaches. The programme for application 
submissions and Assessor Visits has been communicated by the Chartermark Office as follows: 

Application Submission Assessor Visit 

Community Alarms 2"d August 
East Stewart Gardens 1 St September 
Mitchell Street Home 3'd September 
Supported Employment 9" September 

2"d September 
lST October 
8" October 
22nd October 
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At the time of writing, the Assessment Day for Community Alarms is the only one to have taken place. The 
initial, informal response of the Assessor (Appendix 1) was very complimentary to the service and a formal 
result of the assessment is expected in November. 

4. RECOMMENDATIONS 

4.1. Committee is asked to : 

(i) note the progress made in respect of the four Chartermark applications from within the department 
and to request the Director of Social Work to submit a further progress report to Committee on 
progress with the applications. 
otherwise note the contents of the report. (ii) 

Jim Dickie 
Director of S o x l  Work 
22nd August, 2002 

For further information on this reuort please contact R.. Paul. Head o f  social Work Resources 
TEL: (01 698 332023) 
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APPENDIX 1 

CHARTER MARK AND BEACON SCHEME UNIT 

Scheme Management Team CABINET 
OFFICE 

Admiralty Arch The Mall 0 London SWlA 2WH 
Telephone: 0845 30 40 430 E-mail: cmadmin@group4.com 

Ms Donna Eaton 
Care Service Manager 

Community Alarm Service 
10 Blairhill Street 
Coatbridge 
Lanarkshire 
ML5 1PG 3 September 2002 

CHARTER MARK ASSESSMENT VISIT MONDAY 2 SEPTEMBER 2002 

I would like to thank you and Christine Clelland very much indeed for putting together 
such an interesting programme for my visit to the Community Alarm Service yesterday. 
I thoroughly enjoyed the opportunity to meet and talk to all those who kindly made 
themselves available throughout the day. You certainly managed to ensure I met a good 
cross-section of internal and external users and those other partnership providers with 
whom you work so closely. I also managed to see and hear about the extensive range of 
innovative and worthwhile initiatives with which the Service is involved. 

I particularly appreciated your arrangements for the informal lunch with such an 
excellent cross-section of users. I believe that I managed to speak to most, if not all, of 
those who took the trouble to come. I hope you will find a way to let them know how 
valuable I found their individual and collective contributions. Through this gathering 
and contacts with others during the visit I was able to learn a great deal about the 
development of the Service and the reactions of your service users, carers, staff and 
partnership groups. All in all, this was a most enjoyable visit. The commitment and 
enthusiasm were infectious as typified by your Home Support Workers and Call Centre 
staff. Also, I look forward to seeing some examples of ‘good practice’ on our website 
soon. The New Technology Pilot would be a useful starter! 

Finally, many thanks once again to you all for your hospitality and the thoroughly 
interesting and informative visit. I was particularly pleased to be able to spend time 
visiting the very different Service Users under Mary’s expert care. 

Yours sincerely 

Michael Yule 
Charter Mark Assessor 
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