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1. PURPOSE OF REPORT / INTRODUCTION 
1.1. The purpose of this report is to advise the Committee that Mitchell Street 

Children’s Unit has been awarded a Charter Mark Award for excellence in 
customer service. 

2. BACKGROUND 
2.1. Charter Mark is the 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 helpful means of allowing 
organisations to assess their own performance and to set their own quality 
standards. 

2.2. Mitchell Street Children’s Unit is a 12 bedded unit in Airdrie which employs 
32 members of staff. The decision to apply for a Charter Mark was made 
for the following reasons: 

a Residential childcare is an extremely important service and one 
which historically has had few opportunities for positive recognition. 

a As a means of achieving recognition of the efforts of the staff 
groups and the young people at Mitchell Street in improving the care 
standards in recent years. 

a As a means of identifying how further continuous improvement 
could be made. 

2.3. A small group of staff and young people from Mitchell Street came 
together to prepare the written application which had to address the 10 
Charter Mark criteria (for example Treat All Fairly and Innovate and 
Improve). The group also consulted widely with parents and partner 
agencies, such as schools and health professionals, in preparing the 
application. 
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2.4. The application was submitted in August 2002 and the assessment visit took 
place on lSt October 2002. In December, Mitchell Street received 
notification that the application had been successful and that the 
Independent Judgement Panel had awarded them a Charter Mark. The 
award is valid for a period of three years. Both the staff group and the 
young people were extremely pleased at the successful outcome to the 
application. 

3. PROPOSALS / CONSIDERATIONS 
3.1. Mitchell Street was provided with an assessment feedback report from the 

Charter Mark Unit which provided comment both on those areas where 
Mitchell Street had been assessed as performing very well, but also those 
areas where scope for further improvement was identified. 

3.2. Criteria where the unit was seen as performing particularly well were 
Criterion 4 “Encourage Access and the Promotion of Choice” and Criterion 
5 “Treat all Fairly”. 

3.3. Two main areas identified for further improvement concern the need to 
establish clearer performance standards and measurement systems, and also 
the need to more systematically seek feedback from the young people on 
their views about the service provided at Mitchell Street. The small group 
which worked together to prepare the application has now been re-convened 
to prepare an action plan to address all the points raised in the assessment 
feedback report. 

4. FINANCIAL / PERSONAL / LEGAL / POLICY IMPLICATIONS 
4.1. There are no specific financial, personal, legal or policy implications arising 

from this report. 

5. RECOMMENDATIONS 
5.1. Committee is asked to note the contents of this report. 

5.2. Committee is asked to record its congratulations to the staff and young 
people at Mitchell Street for their effort in securing a Charter Mark Award 
for excellence in customer service. 

13 February 2003 

For further information on this reuort please contact Richard Fowles, Operations Manager (North). 
TEL: (01236) 784001. 

Reports 2003. Charter Mark 15/01/03 


