
AGENDA ITEM yl__bliL.3 NORTH LANARKSHIRE COUNCIL 

Date: 13 FEBRUARY 2003 

To: SOCIAL WORK (OPERATIONS AND 
SERVICES) SUB COMMITTEE 

Ref: MBKL 

From: DIRECTOR OF SOCIAL WORK 

REPORT 

Subject: CHARTER MARK - EAST 
STEWART DAY CENTRE 
COATBRIDGE 

PURPOSE OF REPORT / INTRODUCTION 

1.1. To advise committee of East Stewart Day Centre's Award of the Charter Mark for Excellence and 
to note the proposals for the continuos development of the service. 

BACKGROUND 

2.1. Charter Mark is a government scheme which encourages and recognises excellence in the delivery 
of public services. The Charter Mark was established in the early 1990's and since then, the 
process of applying for an award has become to be regarded as a helphl means of allowing 
organisations to assess their own performance and to set their own quality standards. 

2.2. East Stewart Day Centre provides a day care service Monday to Saturday from 9.00am to 5.00pm to 
older people with a diagnosis of dementia in the moderate to severe category. 39 people receive a 
service from the Coatbridge, Airdrie, Chryston and surrounding villages. 

2.3. The aim of the service is to enable people to remain within their own homes in a manner which 
maintains their dignity and upholds their rights. The service also offers carer support and 
maximises the quality of life for service users, family and carers. 

3. THE APPLICATION 

3.1. The application was submitted in September 2002. The assessment involved examination of 
written evidence provided by the Unit, consultation with users, carers, other Departments, partner 
agencies and a visit to the service, by an independent assessor, carried out on gth October 2002. 
This external audit examined how East Stewart measures against the Charter Mark criteria for 
excellence in public service delivery and to provides a basis for continuous improvement. 

3.2. On 2nd December 2002 the Centre was informed that it had been awarded a Charter Mark for 
excellence in customer service and the independent judging panel was satisfied that the Unit 
provides an exceptionally high quality of service for its users. 

4. SUGGESTIONS FOR THE CONTINOUS IMPROVEMENT OF THE SERVICE 

4.1 Charter Mark requires that organisations should make continuous progress towards raising standards 
in line with the expectations of the users and best practice. There is an expectation that the Unit will 
give consideration to further improvement in the services that is provided. Some of the suggestions 
proposed were as follows: 

> Develop a comprehensive statement of service standards and tell users and carers about 
performance against them on a regular basis. 
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9 Consult users and carers about the complaints process on a regular basis. 

9 Present ‘value for money’ achievements to carers and invite them to suggest other ways in 
which more might be done. 

4.2 Additional comments include: 

9 that staff are enthusiastic, well trained and keen to provide and exemplary standard of service. 

9 that the level of support and encouragement which is provided to carers is of a very high 
standard and much appreciated. Those to whom the assessor spoke were full of praise for both 
staff and service. 

P that East Stewart Day Centre has developed an appropriately sensitive approach to assisting user 
satisfaction with people who have communication difficulties. 

5. GENERAL COMMENTS 

5.1, The experience of both staff and management within the Unit is that the Charter Mark process is a 
powerful, and effective method to focus on, and improve customer service. At the heart of the 
Charter Mark criteria is the fundamental question -what does the service user expect or hope from 
the services that we provide? 

5.2. This process involved staff on the fi-ont-line, dealing with service users daily, to identify what needs 
to be done to improve the service. 

6. RECOMMENDATIONS 

6.1 Committee is asked to: 

(i) note the award of the Charter Mark to East Stewart Gardens and the proposals for the 
continuous improvement of the service. 

(ii) otherwise note the contents of the report 

Jim %cs Dickie 
Director of M a l  Work 
31 January 2003 

For further information on this report please contact Mike Burns, Operational Manager, Central Division 
TEL: (01236 6221 66 ) 
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