Quality Organisation in South Kesteven

Deliver quality services and be an employer of choice

Our progress March 2011
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Deliver quality services and be an employer of choice

So far this year we have reported on our Customer First theme in September, Quality Living in December, Good for Business in March and
this, the final report is looking at how we are progressing towards the actions we set out in our Quality Organisation theme.

The aim of Quality Organisation is to deliver quality services and to be an employer of choice.

The following sets out our projects, successes and what we plan to do next. Many of the projects have been influenced by the comments
and contributions we have received from our customers, which we always welcome.

The aims of our Quality Organisation priority theme are:

e Effective communication and engagement with our customers, partners
and staff

® Build capacity, develop, utilise and retain the skills and knowledge of all
our staff and members to deliver quality services

o Effective planning and management of our finances, performance and
decision making arrangements

e Value for money for our customers by managing our costs, performance
and our assets to achieve efficiencies and deliver best value services

® Alower carbon footprint reducing the council’s carbon usage by 1348
tonnes a year




What we achieved April 2010 - March 2011

We do this by ensuring our communication is clear, accessible and timely and delivered by a large variety of mediums
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We’re making a difference.....

* By actively engaging with our communities to listen and understand what’s important to them
e By ensuring our focus and priorities reflect the feedback we receive

We're working on......
e Areview of our local forums to make sure they continue to meet the needs of the local community




We do this by training and developing our staff to ensure they are able to deliver our services

We’re making a difference.....

e By ensuring that our staff receive up to date training ﬁ:mﬁ supports improving the delivery of our services
e By ensuring our services reflect the requirements of the Equality Act 2010

We're working on......
e A culture change programme that puts the customer at the heart of everything we do



We do this by effectively planning and using our resources in an efficient way

We’re making a difference.....
e By delivering a balanced budget without reducing service quality and with no council tax increase

e By developing a transformation programme that ensures the services that are important to our residents are maintained at
current service levels
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We do this by ensuring we deliver our services in an efficient, economic and effective way







We’re making a difference.....
e By ensuring we deliver value for money quality services by focussing on what’s important to the customer and improving systems
and their design

We’re working on....
e A comprehensive service review programme that will ensure all aspects of service delivery are efficient and focussed on the
customer



We do this by introducing initiatives and methods to help our staff to reduce our carbon footprint




We’re making a difference.....

e By reducing our energy usage at council buildings by 13.4% over the last 3 years we have done this by installing energy efficiency
technology

We’re working on....

e An asset utilisation programme that will ensure all our buildings are fit for purpose and provide an efficient and flexible working
environment
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Customer Feedback

Listening to our customers is at the heart of what we do. We always try to get things right first time.

However, we appreciate this doesn’t

always happen. We welcome comments from our residents so that we can address the things that are most important to them.

During the last 12 months from April 2010 to March 2011 we have received 396 complaints when compared to the number of contacts
received during the same period of approximately 188,673 our complaints stand at 0.21%. In addition we have also received 407

compliments about our services.

Customer Feedback received during April 2010 to March 2011
Corhplaints

Building Control

Chief Executive

Community Safety & Licensing
Cultural Services

Customer Services
Development Services
Economic Development
Environmental Health

Finance & Risk

Housing Management
Housing Solutions

HR

ICT

Improvements

Leisure & Amenities
Performance, Consultation & Comms
Planning Policy & Partnerships
Property & Facilities

Repairs

Revenues & Benefits
Supported Housing

Waste & Recycling

Compliments
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Complaints by type received from April 2010 to March 2011

Timeliness, 22 Access, 2

Accuracy, 31

Decisions
Made, 32

. Policy, 16
Service

Standards, 176

Quality, 57
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The actual numbers of complaints received by our Waste and Recycling team appear higher than the average received by other service
teams. However, when analysed the majority of complaints received relate to “missed bins” this is 0.002% of the 72,295 collections that
take place every week across the district.

We will use your feedback to try and improve our services and endeavour to make changes and improvements where possible.
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