Employment Development Customer Standards of Service Report 

September 2007 – Conducted by Performance Development

	Area
	Customer Standards of Service
	Achieved
	Performance Evidence

	Generally
	Make our services available to those who wish to use them.
	Yes
	Hits on website

Training list issued to 2000 employers

Employer briefs – 600 small businesses

Support events – FSB presentations

Attendance to Good practice clubs.



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


	Yes
	As a result of your requests we have:

For example translated information into Polish

Made easy access for forms – CD Rom

Electronic format – examining at present

Unified Guide available in different formatts.



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

	Dark green areas are clear.

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


	Yes
	95% target and 100% achieved.

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


	Yes
	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.


	No
	95% target, 89% achieved.

(Continue to remind staff to put ‘out of office’ on if going on annual leave.)
Three staff members did not put on their out of office. 

	Area
	Customer Standards of Service
	Achieved
	Performance Evidence

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


	Yes
	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.


	No
	95% target, 65% achieved.

Note: A number of post enquiries were not closed out on the contact management system.

	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.


	Yes
	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.


	Yes
	95% target, 100% achieved.

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


	No
	95% target, 78% 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.


	Yes
	95% target, 100% achieved.



	Area
	Customer Standards of Service


	Achieved
	Performance Evidence

	Phone cont’d…
	Voicemail messages will be answered by the end of the next working day.


	Yes
	95% target, 100% achieved.



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


	Yes
	95% target, 100% achieved.



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


	Yes
	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.


	Yes
	95% target, 100% achieved.



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


	Yes
	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, 82% 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.


	Yes
	95% target, 100% achieved.

It would be helpful to include the date when the feedback is sent to organisation within the IT system.  

	Area
	Customer Standards of Service


	Achieved
	Performance Evidence

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


	Yes
	Yes, an ‘Access for all’ update for staff may be beneficial.

Remind staff where the policy is located.

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


	Yes
	Updated new procedure on the new website.

Trained all the staff on the new procedure.

Monitored on a quarterly basis.

	
	Acknowledgement to complaint 2 working days


	N/A
	No complaints to date.

	
	Full reply 15 working days


	N/A
	No complaints to date.




Conclusion

This month Employment Development has met 20 out of the 23 targets.  
In February 2007 attained 22 out of 23 targets and 19 out of 23 targets in January 2007.  The standards which require attention are as follows:

· Ensuring that staff place alternative contact details on the email system.

· Customers receiving a full reply within 15 days.

· Answering calls within 5 rings.
· 15 day reply deadline for Article 55 submissions.

