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January 2007
Dear Employer.

In February 2007, the Employment Development Division attained Charter Mark, the quality assurance standard.
Our levels of service are set out in Our Standards of Service publication available on our website and from our offices. Our performance is measured against 23 standards and in the latest assessment, 22 of these were fully achieved with 1 partially achieved. Staff are working hard to achieve 100% against all 23 targets and our performance will be measured annually by external assessors.
Within 15 working days of submission, we will advise employers that their Article 55 review is in Compliance with legislation.
95% target, 81% achieved. On average, it took 12 days to advise each employer if their Article 55 was in compliance with the legislation. All Article 55 submissions were acknowledged within 3-days, 97% were responded to within 18 days and all Article 55 submissions were responded to within 4-weeks of receipt.
We will focus more staff resources to ensuring that we fully meet our target of responding to Article 55 submissions within 15 days. Over the coming months, we will be asking employers about the benefits that achieving this target provide to them.

Yours sincerely
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______________
Alden Henderson

028 90 890890 (Enquiry Line)

028 90 238039 (Fax)

028 90 500589 (Textphone)

ahenderson@equalityni.org
	Area
	Customer Standards of Service
	Achieved

	Generally
	Make our services available to those who wish to use them.
	Fully

	
	Consider all requests for the provision of information, materials and publications in alternative formats.


	Fully

	
	Ensure easy access to the building for people with disabilities.
	Fully


	Correspondence
	Our correspondence will aim to fully answer queries and will as far as practicable, be written in clear, plain English.


	Fully

95% target and 100% achieved.

	
	We will sign all correspondence, stating our name, position and contact details.


	Fully

95% target and 100% achieved.

	
	When we are not in the office, we will ensure that emails advise of this and that alternative contact details are provided.


	Fully

95% target, 100% achieved.



	
	We will acknowledge all letters, faxes and emails received in the Division within three working days of receipt.


	Fully

95% target, 100% achieved.



	
	You will receive a full reply within 15 working days of receipt of correspondence, or we will explain the reason for the delay and when you can expect a full reply.


	Fully

95% target, 96% achieved.

	When we meet…
	When you arrive at our offices you will be asked to sign in and wear a visitor’s badge.  A member of staff will escort you to and from reception.


	Fully

95% target, 100% achieved.

	
	Our staff will arrive on time for appointments.  If delayed we will make every effort to contact you to explain this.


	Fully

95% target, 100% achieved.



	Area
	Customer Standards of Service
	Achieved

	Phone
	We will answer your call as quickly as possible; we aim to respond to all calls within 5 rings.


	Fully

95% target, 100% achieved.



	
	Our aim is to ensure you speak to a relevant officer.  If, however that officer is not available, you will be put through to another officer, or diverted to voicemail where you will be able to leave a message.


	Fully

95% target, 100% achieved.



	
	Voicemail messages will be answered by the end of the next working day.


	Fully

95% target, 100% achieved.



	
	We will answer your question clearly, fully and as professionally as possible.


	Fully

95% target, 100% achieved.



	Specific Areas
	We will respond to consultation documents or EQIA’s within the stated time frame in the document.


	Fully

95% target, 100% achieved.

	
	All employers registered under the FETO legislation will be provided with information to assist them to fulfill their monitoring duties, at the date of registration.


	Fully

95% target, 100% achieved.



	
	We will acknowledge monitoring return forms, if requested to do so, within three working days.


	Fully

95% target, 100% achieved.

	
	Within 15 working days of submission, we will advise employers of their Article 55 review is in Compliance with legislation.


	No

95% target, 81% achieved.

	
	We will provide substantive feedback on the Article 55 Review in the form of letter and /or meeting within 3 months of receipt of completed report.


	Fully

95% target, 100% achieved.



	Area
	Customer Standards of Service
	Achieved

	Format & Language
	Does the Employment Development Division adhere to the Commission’s Access for all Policy.


	Fully

	Complaints
	Use the complaints procedure, downloadable, available from the Commission website and in hard copy.


	Fully

	
	Acknowledgement to complaint 2 working days


	No complaints to date.

	
	Full reply 15 working days


	No complaints to date.
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