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1 PURPOSE

1.1 To seek approval to the update of the Citizens’ Charter and the proposed plans for future revisions.  

1.2 Relevance to the Council’s ambitions and priorities:

· Council Ambitions: 

· Community Objectives: 

· Corporate Priorities:

· Other Considerations:

2    BACKGROUND

2.1 The Council’s Citizens’ Charter was re-introduced in 2005 at the request of the Chief Executive. The first edition was approved by Policy and Finance committee on 26th July 2005. No commitment was made to regular reviews for this document, however, a review was requested by the Chief Executive in early 2007.
2.2 This report summarises the changes made to the Charter during the recent update and presents the draft Charter for approval. 
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      SUMMARY OF CHANGES

3.1 Members are asked to note that the process has focused on updating the Charter with only minor amendments made to improve the format of the report. 
3.2 The main focus of the revision has been the updating of the Service Standards to reflect recent changes to service delivery and to ensure that all standards are measurable (where possible). The changes to service delivery include the introduction of three-stream waste collection, the enforcement of new Smoke Free legislation (as of 1st July 2007), the provision of all committee meeting agendas and minutes online, and the ongoing integration of the Shared Services Contact Centre.
3.3 Other updates include a foreword to the document from the Chief Executive and the new leader of the Council following the elections in May 2007, the inclusion of the updated mission statement (2006), and the provision of updated information relating to the area such as population figures and house prices.
3.4 Finally the wording on the back cover has been revised to promote the website and to elicit feedback from readers.

4    FUTURE REVISIONS
4.1 As stated at the outset, the Citizens’ Charter has no formal timeline for review, and this report represents the first update since the first edition was approved in 2005. It is suggested that this document be reviewed on an annual basis in order to ensure that it provides up-to-date information on all of our services, and more importantly on the standards that our customers can expect from our services. Therefore the next review of this document will be due in June 2008.

5    CONCLUSION

5.1 The Council’s Citizens’ Charter has been updated to reflect the changes to services that have occurred over the last two years, and also to the standards that our customer’s can expect from these services. An annual review of this document would be beneficial to ensure that all of the information provided in it is relevant.
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        RISK ASSESSMENT
6.1
    Resources: (i) Financial – None. (ii) Staff – None. 

         Technical, Environmental and Legal: None 

         Political: None

         Reputation: The Citizens’ Charter provides information about what services the                                               Council provides, and what standards these services operate to. It ensures accountability in the provision of services to all of our customers. 
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      RECOMMENDATION
        It is recommended that Committee:

(i) Approve the proposed amendments to the Council’s Citizens’ Charter 2007

(ii) Approve the proposal to review this document on an annual basis 

Becky Midgley

Assistant Corporate Policy Officer

For further information please ask for Becky Midgley, Assistant Corporate Policy Officer, tel 01200 414592

DECISION





The Citizens’ Charter outlines all of the services provided by the Council, and more importantly, it informs citizens of the standards that they can expect from each service provided. This document ensures accountability and so contributes to the overarching ambition ‘to be a well-managed council providing efficient services’.
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