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	EXECUTIVE SUMMARY:
	In April the company was assessed against criteria for two key kitemarks: Investors in People (IIP) and Customer Service Excellence (CSE).

This report summarises the outcomes of those assessments and the actions arising for the company.




	IMPLICATIONS:
	

	CONSULTATION:
	Work towards the CSE was reported to the board for the Developing customer service and access project which included the Board’s Tenant Champion, the Chair of RotherFed and two leaseholders.  Customers were consulted by the CSE assessor.  Union representatives were included in the IIP assessment.

	FINANCE AND VFM:
	Assessment fees were £2,250 for CSE and £2,800 for IIP.  Both awards are recognised kitemarks, indicating a company’s high standards for staff development and customer focused service.

	RISK:
	Both awards are subject to re-assessment.  The IIP re-assessment must take place before April 2010 and there is a low risk that the company might not meet all the indicators.  An action plan is being prepared to address the shortfalls; this must be agreed by Yorkshire & Humber Assessment Ltd (YHAL) by 5th July.  The risk of not meeting the requirements of CSE is lower as we were well above the threshold for compliance.

	HEALTH & SAFETY
	There are no H&S implications arising from this report.

	LEGAL:
	There are no legal implications arising from this report.

	PERSONNEL:
	IIP is concerned with staff development, management and leadership; the findings of the assessor and the resultant actions will strengthen our approach.

	ENVIRONMENTAL:
	There are no direct environmental implications from this report.

	EQUALITIES/DIVERSITY:
	The IIP assessment includes a criterion regarding E&D for training and development opportunities within the company.


	Introduction

IIP and CSE are recognised business awards, signifying an organisation has attained a certain standard in staff development and customer focused services.

Background

IIP was created in 1990 by the Employment Department, CBI, TUC and the Institute of Personnel and Development to establish a national standard of good practice for training and development to achieve business goals.  The Standard was revised recently to place new emphasis on the involvement of employees within an organisation and on maximising their potential.  2010 Rotherham Ltd was recognised as an Investor in People in November 2005 and was therefore due for reassessment in November 2008.

CSE has replaced Charter Mark and is now a practical tool for public service organisations to drive customer focused change.  2010 Rotherham Ltd was awarded Charter Mark in November 2005 and underwent a continuous compliance review in October 2006 which gave the company full compliance.  Charter Mark was due for review in November 2008 and we took advantage of the transitional arrangements to prepare for the new, enhanced CSE standard, to be assessed in April 2009.

Details

Investors in People

Due to the unavailability of key personnel (at 2010 and Yorkshire and Humber Assessment Ltd) the IIP assessment process did not begin until February 2009, with a full on-site assessment in April.

IIP is assessed against 10 indicators within the “Plan, Do, Review” cycle:

PLAN
1. business strategy

2. learning and development strategy

3. people management strategy

4. leadership and management strategy

DO

5. management effectiveness

6. recognition and reward

7. involvement and empowerment

8. learning and development 

REVIEW
9. performance measurement 

10. continuous improvement

The assessor concluded we fully met four indicators (1, 3, 7 and 8) but needed more work to fully meet the others, although she did identify some good practice within those indicators it was not consistent across the whole company.  Consequently, we are now in “retaining recognition” status which allows us to continue to use the IIP logo on stationery whilst we address the shortfalls in relation to indicators 2, 4, 5, 6, 9 and 10.

Customer Service Excellence

In preparation for the CSE assessment, a team of “CSE Champions” was formed from across the company and included the Board’s Tenant Champion and a leaseholder.  That group received training from EMQC (the company undertaking the assessment) in November 2008.  The assessor held a pre-assessment meeting in February to gauge whether the company was ready for full assessment and to identify any gaps in the supporting evidence.

The full assessment was undertaken in April 2009 and included a desk-top review of documents and two full days visiting offices, customer service centres, customers’ homes, the RBT Connect centre, Key Choices and a Decent Homes contractor.  The assessment was against all elements of the standard which fall under five criteria:

CRITERION ONE: CUSTOMER INSIGHT

1. customer identification

2. engagement and consultation

3. customer satisfaction

CRITERION TWO:THE CULTURE OF THE ORGANISATION

1. leadership, policy and culture

2. staff professionalism and attitude

CRITERION THREE:INFORMATION AND ACCESS

1. range of information 

2. quality of information

3. access

4. co-operative working with other providers, partners and communities

CRITERION FOUR: DELIVERY

1. delivery standards

2. achieved delivery and outcomes

3. deal effectively with problems

CRITERION FIVE: TIMELINESS AND QUALITY OF SERVICE

1. standards for timeliness and quality

2. timely outcomes

3. achieved timely delivery

To achieve the standard, organisations may have up to 11 partial compliances; 2010 Rotherham was assessed to fully meet criteria 2 and 3 and to have two partial compliances in each of the remaining criteria.  Consequently, we were awarded the CSE standard and can use the new logo on stationery and display certificates or plaques in customer areas.

Proposals

Investors in People

The assessor provided feedback on the indicators that were not fully met which have been included in a draft action plan which must be agreed with YHAL by 5th July.  We are on target to achieve that agreement and many of the actions within the plan are already underway.  The assessor will return in November this year to re-assess us against those indicators.

Customer Service Excellence

There are no actions requiring immediate attention.  The assessor highlighted potential improvements for the six areas of partial compliance and further improvements on other aspects which will be incorporated into service plans.

Recommendations

It is recommended that The Board notes the achievement of Customer Service Excellence and the retaining IIP status and receives a further report in January 2010.
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