REPORT TO DIRECTORS’ TEAM - 14th September, 2000

REPORT TO CABINET - 19th September, 2000

BUILDING ON SUCCESS:

DEVELOPING A COMMUNITY CHARTER

1.0
Introduction
1.1.
The Consultation Paper - “Building on Success - The Way Forward for the Community Strategy in Salford”, by Councillor John Merry, makes a number of recommendations.  One of the recommendations is the development of a “Community Charter” for the different Service Delivery Areas (SDAs).

1.2
Recommendation 18 (iii) states:-


“All Local Performance Reports are integrated into a Local Community Charter outlining:-

(a)
detailed Performance Standards in respect of each service;

(b)
how performance will be reported back to the Local Community;

(c)
telephone contact numbers for the accountable officers in respect of each service provided and contact numbers for local Councillors, Area Co-ordinators, Neighbourhood Co-ordinators, all Link Officers and all members of the Community Team;

(d)
the Community Charter be distributed to all households in the Community Committee area.

1.3
The main purpose of this discussion document is to explore the issues associated with the developing and producing the Community Charter and looking at the available options to achieve the aims set out in the recommendation 18(iii) of Councillor Merry’s report.

2.0
Background

2.1
In the early 1990s, the Local Government Management Board produced a number of reports on developing quality services and customer care.  Most of the reports encouraged customer engagement in the process of service delivery and the delivery of quality services.  Some of the components of a quality service included:-

· Customer Focus - delivering services to meet customer needs

· Information - on the services available

· Access - easily accessible by all sectors of the community

· Timeliness - in service delivery e.g. appointments availability

· Complaints Procedures - to rectify customer complaints

· Performance Review - review of performance against these promises

· Service Standards - clear unambiguous standards of service to be delivered

· Customer Feedback - systematic consultation with customer on service delivery and improvements

2.2
The Chartermark Initiative, which is now called “Service First” requires organisation to demonstrate service excellence to meet a number of criteria:-

· Set clear, tough and meaningful performance standards

· Tell users what those standards are and how you perform against them

· Tell users in a clear, straightforward way about all the services and help available and how to get the most out of them

· Consult people on what services they need and how services can be improved, and make good use of their ideas

· Give people choices whenever possible

· Have polite and helpful staff, and a user-friendly approach to things like opening hours, answering the phone and any special needs of the people who use the service

· Make it easy for people to say when they are not happy with the service and act swiftly to put mistakes right

· Give value for money by budgeting carefully and using resources efficiently and effectively

· Continually make improvements in the quality of service you provide and have new ideas for value-for-money improvements in the future.

2.3
The Government’s Modernisation Agenda for Local Government further reinforces the need to consult and engage the community in the delivery of their services.  The components of this agenda which are most relevant in relation to the Community Charter:-

· Community Leadership - the Government expects Councils to play a Community Leadership role in its communities.

· Best Value - this new regime requires customer consultation in  order to demonstrate Best Value.  The main aim of Best Value is to deliver better services to our customers.

· Duty to promote the Social, Economic and Environmental Well Being of the Council’s Area - The Community Strategy is a pivotal tool to deliver this duty at a local level.

2.4
Finally, the Council’s Community Strategy and its Core Values clearly require good quality services and customer care.  In addition it encourages consultation and participation in service delivery.  Therefore there is a clear case for developing a Community/Customer Charter.

3.0
Key Issues
3.1
A number of key issues need to be discussed, if the Community Charter is to be an effective communication vehicle for service delivery:-

· What is a Community Charter?

· Service Standards and Pledges

· Performance Management and Review

· Style and Approach

· Possible contents

· Formats and Costings

3.2
Recommendation 18(iii) outlines the main aims of a Community Charter.  A Community Charter can be defined as a Council’s statement of intent on how and what it will deliver in terms of quality services to its communities.  The published document will enable the communities to understand what services are delivered, to what standard and how they can contact the relevant service providers.  In addition, the Charter will enable customers and communities to engage in the scrutiny process, to feedback on their views on the services delivered and to develop future services.

3.3
In order for the Charter to be an effective and useful device, clear service standards need to be available and service guarantees or pledges will need to be developed.  The Council’s services are at various stages of development, in developing Services Standards and Pledges.  It is important that these are developed for inclusion in the published document.

3.4
The recent District Auditor’s report on the Best Value Performance Plan, highlighted inconsistencies in the performance review process across the authority.  If the communities are to scrutiny our services, as outlined in the Charter, they must have relevant performance information to see how well Council services are performing against the service standards and pledges  More developmental work by Directorates may be needed to assist in the production of the Community Charter.

3.5
In terms of style and approval, the Charter could take a number of different approaches:-

· A-Z format

· Directorate by Directorate format

· Family phases e.g. children, youth, parents, elderly

· Thematic approach e.g. environment, housing, schools, leisure, jobs etc.

Initial discussions have led to the belief that a thematic approach would be a better communications format and one which the public would better understand and use.

3.6
In terms of content, Appendix One and Appendix Two outlines some initial though in this area.  Possible formats and costings are discussed in the next section.

4.0
Options
4.1
A number of options are available on the format and costings for producing a Community Charter:-

· Option 1 - Adapted Special Edition of Salford People - this would be similar to option 1 but with 8 pages of local information in the SDA.  This would involve additional design and print costs.  The main obstacle is distribution e.g. Royal Mail are the current distributors of Salford People, but their postcode areas do not coincide with the local authority’s SDA boundaries.  The cost of this option is about £28,000 to £30,000.


· Option 2 - Passport to Leisure Format - this is an A6 format with 56-60 pages option of this option is about £46,000.  Its small size may not be conducive to getting the message across and encourages people to save it for future use.

· Option 3 - Directory of Community Care Booklet - this is a glossy A4 document, with high quality paper.  The estimate cost of this document is about £57,000 to £69,000.


· Option 4 - On Magazine Format - this is an A5 format, with 32 pages.  The cost of this option is about £40,000.

4.2
There are other options, that could be explored but they would have similar costings to the options described above.  As mentioned before the critical issues of differentiated booklets for different SDAs and distribution to meet the needs of each SDA will need to be overcome.

5.0
The Way Forward

5.1
In order to take the development of the Charter, clear direction is needed on the issues discussed in this report e.g. development of Service Standards, Service Pledges, Performance Management Systems, style and format of the published document.  Finally, a commitment to funding must be clearly stated from the beginning.

5.2
An initial draft of the Charter could be produced towards the end of the year and published and distributed next year.  However, this is dependant on the points raised in Paragraph 5.1 above.  In order to produced the draft Charter, a short life Task Team is proposed with particular expertise in communications, graphics and design.  It is also proposed that Directorates will be consulted throughout the process but will not have regular attendance in the Task Team.  Directorates will need to support this initiative by meeting strict deadlines on the quality and coherence of information required by the Charter.  The whole project could fail, if Directorates do not provide quality and coherent information, within tight deadlines.

5.3
The initial draft of the Charter will be produced on the Little Hulton and Walkden Area and could be used as a pilot to gauge the opinions of local communities.  Other SDAs would also be consulted for the views on the draft.  After the initial consultation, a revised document(s) could be produced for all the SDAs.

6.0
Conclusions

The development of a Community Charter is a key part of the next phase of development of the City Council’s Community Strategy.  The development of the Charter is likely to be an onerous and difficult task requiring the active support of Elected Members, Directorates and Local Communities.  Research indicates that this king of document has not been produced elsewhere and therefore it will be a learning process for the Council.  However, the Charter can and will develop over the years into an effective tool for community and democratic engagement for the delivery of Council services in the local SDAs.  

7.0
Recommendations

It is recommended that Directorates and Elected Members give consideration to the issues raised in this report.

	Bruce Jassi

Director of Environmental Services 

and Area Co-ordinator
	Councillor John Merry

Deputy Leader and Lead Member of Community Strategy


Appendix One

COMMUNITY CHARTER DISCUSSION DOCUMENT

KEY ISSUES

1.0
What is a Community Charter?

2.0
Service Standards and Quality.

OPTIONS

· A-Z style.

· Directorate by Directorate.

· Family phases e.g. children, youths, young adults, parents, semi retired people.

· Thematic approach e.g. environment, housing.

· Contents of possible document

· Professional title - Your Council, Your Service

· Could be produced annually as a special edition of Salford People and also available on the internet and intranet.

POSSIBLE CONTENTS:-

Front Sheet - visually pleasing picture of Salford People

Page 2 
- Community Charter

Page 3
- Vision, Mission, Objectives

Page 4
- Contact in the Council - standards for e.g. 

letters

answering telephone calls

ombudsman complaints

complaints

compliments

Page 5
- (could be page 4 as well) - this could consists of:-

Encouraging community involvement e.g. attendance at Community  Committees

Attending Council meetings

Councillors’ surgeries

List of your Councillors for your area.

Pager 6 - onwards listing of services on thematic basis with minimum service standards (many Directorates do not have service standards!) Themes could be:-

Environment

Housing

Schools

Caring for the vulnerable

Jobs

Benefits and council taxes

Leisure etc.

The document would be about 16-20 pages long and produced every May after elections.  In the middle pages we could have a new style A-Z based on the Bury model.

Appendix 2

Your Council 

Your Community

Your Services

Little Hulton and Walkden



Our Customer Charter

This Charter spells out what the citizens of Salford, and other customers, can expect from the City Council. It builds on the philosophy behind the City Council’s provision of services to the citizens of Salford, our customers. It has been developed from the three Core Values of the Community Strategy; customer care and quality services, corporate working and partnership, and consultation and participation.

The Charter is a series of statements about the way the City Council believes you should be treated by our staff, which together form a complete package of customer care.

On behalf of the City Council, we aim:

· To be welcoming, courteous, helpful and to deal with you promptly

· To answer all telephone calls within six rings and identify ourselves immediately

· To respond to your letters within 5 working days when a reply is needed

· To ensure that written information is provided in clear, straightforward language, and is made available in appropriate languages

· To ensure that all information is made available in formats accessible to customers with disabilities

· To listen to you and respond to your needs

· To ensure that our staff will always identify themselves and explain what they can or cannot do

· To deal with you fairly and impartially

· To treat all customers equally, and take whatever steps are reasonable to ensure all sections of our community can access our services

· To involve the you, when possible, in developing and shaping the services you receive

· To have, when possible, issues discussed within the communities they affect

· To encourage your comments and observations about all the services we deliver and, when possible, to act on them

What we stand for

Our Mission

The City Council has identified its overall purpose as 

“to create the best possible quality of life for the people of Salford”.

Our Values

There are three main values which underpin everything we do and help us achieve our mission. These values are the basis of the Community Strategy and are fundamental to our Customer Charter:

Consultation and Participation

To make sure that the citizens of Salford have a real opportunity to influence those decisions which affect them.

Customer Care and a Commitment to Quality Service

To make sure that citizens are at the centre of Local Government activity, and to recognise their rights as residents, consumers and stake-holders, to receive quality services which meet their needs.

Corporate Working and Partnerships

To make sure that the City Council works jointly with all our partners in the private, statutory and voluntary sectors and the community, to get maximum benefits for the citizens of Salford.

What you can expect 

when you contact the City Council

We realise that when you have to contact the City Council you expect to be treated in a certain way. 

Whatever reason you have to contact the City Council you should be treated courteously and with politeness.

    If you write to us you should receive a reply within ten working days, although in most cases it should be substantially less. The City Council has a target to reply to 50% of letters within five working days, and several directorates have their own targets which are even better.

    If you telephone us, the call will be answered within one minute although, once again, in many cases it will be much quicker. The City Council has a target to answer 50% of all calls within 15 seconds.

We aim to provide fast, efficient services, easily accessible to all potential users, including those with a disability or special need. Above all we aim to listen to the views of those who use our services so that we can continually improve.

If things go wrong and we don’t maintain these standards, please let us know. We would also like to heart from you if the service you receive from us is exceptionally good.

If you do wish to comment, in the first instance, contact the local office, and discuss it with the officer involved. Alternatively, if you can contact the Complaints Officer at the directorate’s head office. If you are still not satisfied please ask for a leaflet which explains how to make a formal complaint.

Getting Involved

The City Council is committed to involving all its citizens in developing its services and commenting upon proposals and plans.

If you want to be involved you can do this in a number of ways.

You can attend your Community Committee at which the issues that affect your area are being discussed and at which you will be given an opportunity to contribute. The City Council has set up the Community Committees so that more local people can be involved in Council activity and to give you an opportunity to air your views. Each Community Committee reports direct to the City Council.

The Little Hulton and Walkden Community Committee meets at 6.00 p.m., on the last Monday of every other month, beginning in June. (Because of public holidays the August and December dates are liable to change - please check before attending.)

Meetings are held in

You can attend Council meetings to listen to what goes on, but you will not normally be given the opportunity to speak. Details can be obtained from the Civic Centre, Swinton.

From time to time the City Council will carry out surveys in your area. Please take the time to be involved in these surveys are they are an important way for the City Council to keep informed of your views.

Your Local Councillors

Your local councillors are keen to hear your views and can assist you with Council matters. Councillors represent wards; there are three wards in the Little Hulton and Walkden area.

If you need to see a councillor try to approach the councillors for your area. However, any councillor will be pleased to help.

Your councillors are:

Little Hulton

Councillor Doris Fernandez

18 Bank Lane, Little Hulton, M38 9UF tel: 799 3510

Councillor Alice Smyth

6 Coft Grove, Little Hulton, M38 9NW  tel: 799 3077

Councillor Marion Wordsworth

17 Bank Grove, Little Hulton, M38 9UJ  tel: 790 7378

Little Hulton councillors’ advice bureaux are held at:

               Pennington Close Community Centre

               1st Tuesday each month, 6.30 p.m. - 7.30 p.m.

               Wharton County Primary School

               3rd Tuesday each month, 6.30 p.m. - 7.30 p.m.

               Dukesgate County Primary School

               3rd Tuesday each month, 6.00 p.m. - 7.00 p.m.

               Little Hulton Community School

               1st Tuesday each month, 7.00 p.m. - 8.00 p.m.

               St. Joseph’s RC Primary School

               2nd Tuesday each month, 6.30 p.m. - 7.30 p.m.

               Last Thursday each month, 6.30 p.m. - 7.30 p.m.

Walkden North

Councillor Vincent Devine

428 Hilton Lane, Worsley, M28 3TL  tel: 799 3291

Councillor Elizabeth Payne

1 Holly Avenue, Worsley, M28 3DW  tel: 799 9538

Councillor Bernard Pennington

10 Stafford Road, Worsley, M28 7HF  tel: 790 4181

Walkden North councillors’ advice bureaux are held at

             Eastham Way Community Centre

             1st Sunday each month, 11.00 a.m. - 12 noon

             3rd Wednesday each month, 7.00 p.m. - 8.00 p.m.

             Emlyn Hall

             2nd Thursday each month, 6.30 p.m. - 7.30 p.m.

             4th Thursday each month, 6.30 p.m. - 7.30 p.m.

Walkden South

Councillor Valerie Burgoyne

27 Brookhurst Lane, Little Hulton M28 9TF  tel: 790 0484

Councillor Audrey Judge

5 Ladymere Drive, Worsley M28 7DH  tel: 799 3685

Councillor Stanley Witkowski

4 Ash Grove, Walkden M28 7EH  tel: 799 5924

Walkden South councillors’ advice bureaux are held at

             The Guild Hall

             1st Tuesday each month, 7.00 p.m. - 8.00 p.m.

             Hulton Avenue Community Room

             2nd Saturday each month, 10.00 a.m. - 11.30 a.m.

             Ellenbrook School

             3rd Friday each month, 6.30 p.m. - 7.30 p.m.

Useful City Council Telephone Numbers

You can find the telephone numbers for main services and local services outside your area in the main telephone directory. If you are unsure about a number, please ring the main switchboard number shown below.

A full list of all other City Council services is available in the main telephone directory. If you need any further information about the city or its services please contact the Information Centre, the number is listed below.

	Abandoned Cars
	(0161) 925 1099

	Adoption
	(0161) 799 1829

	Adult Education (Salford Education 

                       Training & Advice Service)
	(0161) 745 7233

	Advice - Benefits/Welfare Rights
	

	            - Business
	(0161) 793 3413

	            - Consumer/Fair Trading
	(0161) 793 2022

	            - Housing
	(0161) 787 8480

	Air Pollution
	(0161) 793 2068

	Allotments
	(0161) 736 1749

	Asbestos Advice and Information
	(0161) 793 2012/13

	Bins
	(0161) 925 1099

	Bridleways
	(0161) 793 3896

	Building Control
	(0161) 793 3685

	Car Boot sales
	(0161) 793 2041

	Catering (Citywide Services)
	(0161) 728 4070

	Childminders - registration
	0800 195 5565

	Community Care
	(0161) 793 2222

	Council Tax Benefits
	(0161) 793 3399

	Dangerous Buildings
	(0161) 793 3685

	Dead Animals
	(0161) 925 1099

	Debt Counselling
	(0161) 727 8235

	Dogs
	(0161) 925 1099

	Drugs Advice
	(0161) 793 2379

	Dumping of rubbish
	(0161) 925 1099

	Education Welfare - Salford
	(0161) 736 9357

	                              - Swinton
	(0161) 790 1296

	Elections/Electoral registration
	(0161) 793 3076

	Energy Conservation
	(0161) 793 3798

	Food Hygiene
	(0161) 793 2010/13

	Fostering
	(0161) 799 1829

	Graffiti
	(0161) 925 1099

	Grants - Housing Improvement
	(0161) 

	           - Student
	(0161) 837 1722

	           - Industrial & Commercial
	(0161) 793 3653

	Grass Cutting
	(0161) 793 2010

	Gritting
	(0161) 925 1099

	Highways
	(0161) 793 3723

	Home Care Service
	(0161) 793 2059

	Houses in Multi-Occupation
	(0161) 

	Housing Offices - Little Hulton
	(0161) 703 9453

	                          - Worsley
	(0161) 790 4568

	Information Centre
	(0161) 745 9529

	Lancastrian Halls
	(0161) 794 7466

	Land & Property
	(0161) 793 3704

	Land Charges
	(0161) 793 3124

	Leisure Services
	(0161) 793 9448

	Library - Walkden
	(0161) 790 4579

	Licensing
	(0161) 793 3114

	Local History
	(0161) 736 2649

	Mayor’s Office
	(0161) 793 3064

	Mobile Warden service
	(0161) 737 3822

	Noise Complaints
	(0161) 793 2068

	Nursery Schools
	(0161) 832 9571

	Parking
	(0161) 793 3843

	Parks & Countryside
	(0161) 736 1749

	Pest Control
	(0161) 925 1099

	Planning Applications
	(0161) 793 3686/3763

	Pollution
	(0161) 793 2010/13

	Recreation Centre - Walkden
	(0161) 799 4585

	Recycling
	(0161) 925 1099

	Registrar
	(0161) 793 0077

	Salford Quays watersports
	(0161) 877 7252

	Schools - these are listed in the main telephone directory
	

	Schools - Admissions
	(0161) 837 1736

	              - Travel Passes
	(0161) 832 9751

	              - Crossing Patrols
	(0161) 793 3791

	Sensory Impairment
	(0161) 793 7331

	Street Lighting
	(0161) 793 3871

	Swimming Pool - Worsley
	(0161) 790 2084

	Tourism
	(0161) 793 3403

	Trade Refuse - service
	(0161) 925 1099

	Visual Impairment
	(0161) 792 0190

	Youth Services
	(0161) 743 4300

	MAIN SWITCHBOARD 0161 794 4711

EMERGENCIES (OUT OF HOURS) 0161 794 8888


