[image: image1.png]{3

JOINED UP FOR JOBS
Customer Charter




ASSESSEMENT GUIDE 2011/12


1. INTRODUCTION

· Joined Up For Jobs

· About the Standard

· Getting Started

· Assessment Process

· The Award

2. INDICATORS

3. PORTFOLIO BUILDING

4. ESSENTIAL DOCUMENTS
a.  Organisational Overview
b.  Evidence Summary Template

c.  Cross-Referencing Summary
d.  Assessment Checklist

	1. 
	INTRODUCTION


Joined Up For Jobs

Joined Up For Jobs (JUFJ) is the strategic partnership for employability in the City of Edinburgh.  The partners are City of Edinburgh Council, Jobcentre Plus, Skills Development Scotland, NHS Lothian, Edinburgh Chamber of Commerce, Capital City Partnership and the three Edinburgh Further Education colleges.  The JUFJ strategy commits the partners to improving the employment access infrastructure in order to increase the employment rate, address areas of greatest need and narrow the gap in employment levels between the most deprived areas in the city and the city average.  Organisations in the City that provide employability services participate in the JUFJ network: current members are listed at:

http://joinedupforjobs.org.uk/online-directory-search-results.html
In order to continually improve the customer experience, and following consultation with the providers’ network, the JUFJ partnership has introduced a customer care quality standard for the provider organisations listed in the JUFJ directory.  Ultimately, the aim is that all organisations listed in the directory will have achieved this quality standard as a minimum. 

There will be a phased approach to assessments, with those furthest from achieving the standard having longer to prepare.  However it is anticipated that all JUFJ provider organisations should be ready for assessment no later than March 2011.

About the Standard

The Joined Up For Jobs Partnership launched the Customer Care standard in October 2009 for network members.  The objectives of the standard are to:


· define the indicators for effective customer care, 

· provide quality assurance for referring organisations, 

· underpin the JUFJ brand, and

· ensure a minimum level of service for customers of the providers 

The overarching aim is to drive up standards within the city and improve customer satisfaction and organisational effectiveness.

There are 7 commitments within the standard which are generic to organisations offering a range of employability services - from those who deal with clients a considerable distance from the labour market to those who provide direct links to employment opportunities.  The standard has been developed in consultation with partner organisations, with JUFJ service providers and with employers 

Getting Started

Your first step will be to complete the organisational profile template contained in section 4, this should be no more than 300 words.

You should then read through the assessment criteria and undertake the self-assessment process to get an idea of how close you are to achieving the standard.  Use the checklist provided in Section 2 to assess whether you meet the indicators either in full (F), partially (P) or not at all (N).  

Before starting to put together your portfolio of evidence, you will meet your assessor to agree which indicators are applicable to your service.  You will then be provided with a customised assessment pack.

You will be required to provide evidence of how you meet the indicators and your initial assessment should bear in mind whether you have the evidence to support each indicator either in full, partially or not at all.  Section 3 provides information on the kind of evidence you will need to supply.  Bear in mind that the indicators are a means to an end, not an end in themselves.  They are there to demonstrate how your organisation delivers the 7 commitments.  Indicators in bold typeface are essential, those in ordinary typeface are desirable.  You may be able to think of other relevant indicators which evidence your organisation’s service standards – if so you should discuss with your assessor.

Section 4 provides an evidence summary template which must be completed for each indicator.  There is space to detail the evidence supplied and boxes to record whether you think the evidence meets the indicator in full or in part.  Where you only meet the evidence requirements in part there is also space to detail what action you are taking to change or add to existing systems or processes in order to meet the standard.  

Section 4 also contains a template for cross-referencing your evidence.

For some indicators it may be difficult to fully document your processes and this will be appraised by interview at the assessment visit.

There is an assessment checklist supplied in Section 4, which should be completed before submitting your portfolio for assessment.

Assessment Process

Organisations will be assessed against the indicators using their portfolio of evidence and additional information gathered via an interview process.  Organisations that hold a current quality standard such as SQMS or Customer Service Excellence will be able to achieve elements of the JUFJ standard by credit transfer. 

The assessor’s summary report and recommendation will be submitted to the JUFJ Charter Board for consideration and decision.  The Charter Board is a joint sub-committee of the Performance and Resource Planning and the Offers Delivery sub-groups of the Jobs Strategy Group.  The decision to award the Charter to applicant organisations lies with the Board, which will report to the Jobs Strategy Group.

The Award

Awards will be announced via the JUFJ website and Working Capital magazine.  Charter holders will be awarded a certificate for display on their premises, and will be able to use the Customer Charter logo on their own materials including letterheads, information leaflets and website.  The logo will be added to their entry on the JUFJ directory.  Re-assessment will be required at 3 yearly intervals. 
	2.   
	INDICATORS


	 Commitment
	 Indicators
	Y
	N
	P

	1. We will ensure that our service is accessible to all eligible jobseekers.

	Premises are physically accessible and meet the specific needs of the client group(s)
	
	
	

	
	Outreach – premises checked for suitability
	
	
	

	
	Clear statement of eligibility for services available to customers
	
	
	

	
	Welcoming, customer-friendly office
	
	
	

	
	Relevant policies applied e.g. Equal opportunities, DDA 
	
	
	

	
	Information is provided in different formats/languages
	
	
	

	
	Appointments system
	
	
	

	
	Drop-ins offered
	
	
	

	
	Maximum response times set & monitored
	
	
	

	2. We will provide a professional and responsive service to employers.
	Record of employer contacts maintained
	
	
	

	3. 
	Good quality marketing materials are used specifically for employers
	
	
	

	
	Staff are trained, or can demonstrate the skills required, to deal effectively with employer enquiries 
	
	
	

	
	Staff can effectively market the JU4Js offer to employers
	
	
	

	
	There is a clear onward referral process for employers that you are unable to assist
	
	
	

	
	Guidance and training materials are available to support staff in their work with employers
	
	
	


	 Commitment
	 Indicators
	Y
	N
	P

	4. We will ensure that customers have up to date and relevant information.
	Current sources of information held
	
	
	

	5. 
	Staff have knowledge of relevant sources of information
	
	
	

	
	Staff development: procedure in place for ensuring that staff members are kept up-to-date with relevant information
	
	
	

	
	Information leaflets produced for customers
	
	
	

	6. We will provide the most appropriate services to each customer’s needs.
	Written information provided to customers on service provision 
	
	
	

	
	Staff have relevant qualifications and experience
	
	
	

	
	Customer records include action plan and record of progress 
	
	
	

	
	Standard forms and procedures used
	
	
	

	7. If we cannot provide a service that customers need, we will refer them to an organisation that can.


	Staff use JUFJ Directory and/or other  up-to-date information about specialist services with eligibility criteria
	
	
	

	
	Customers are referred to provision which is appropriate to their needs
	
	
	

	
	Directory entry on JUFJ website is current and accurate
	
	
	

	
	Organisation participates in relevant professional groups/networks e.g. JUFJ Forum, LEND, Employer Engagement Forum
	
	
	


	Commitment
	Indicators
	Y
	N
	P

	8. We will engage with customers to ensure that our services are of a high standard and meet customer needs.
	Feedback is sought from clients, employers and stakeholders, and acted upon
	
	
	

	
	Complaints procedure in place and communicated to customers
	
	
	

	
	Quality improvement process in place
	
	
	

	
	Records of meetings include action points identified and completed
	
	
	

	
	Customers are involved in service planning
	
	
	

	
	Customer satisfaction measured and targets set for improvement
	
	
	

	9. We will respect customers’ right to privacy.


	Private space available for confidential interviews
	
	
	

	
	Staff adhere to requirements of Data Protection legislation
	
	
	

	
	Data Protection forms completed by customers
	
	
	

	
	Staff manual includes relevant policies
	
	
	


	3. 
	PORTFOLIO BUILDING


In order to be assessed against the standard you will need to build a portfolio of evidence for each of the indicators.  Listed below are examples of the type of evidence required.  This list is not exhaustive and you can supply other kinds of evidence if available/suitable.  You should raise any queries with your assessor at the initial meeting.

	Commitment


	
	

	1. We will ensure that our service is accessible to all eligible jobseekers.

	Indicator
	Evidence

	1.1. Premises are physically accessible and meet the specific needs of the client group(s)
	Describe access to premises, say whether premises meet requirements of the DDA.  Describe any special needs of target client group and in what way premises have been modified or adapted to meet these needs

	
	

	1.2. Outreach – premises are checked for suitability
	Describe health and safety procedures, risk assessments for staff and customers.  Attach copy of paperwork, e.g. checklists

	
	

	1.3. There is a clear statement of eligibility for services available to customers
	Provide copy of statement.

	
	

	1.4. Welcoming, customer friendly office
	Describe entry procedure, reception arrangements, meeting and greeting.  Describe in what way office is customer focussed and provides a welcoming environment.

	
	

	1.5. Relevant policies applied e.g., compliance with Disability Discrimination Act, equal opportunities policy
	Copy of policies and procedures.  Copy of equalities impact assessment, copy of equalities policy.



	Commitment 1 cont’d



	
	

	1.6. Information is provided in different formats/languages
	Provide copy of information in different formats/languages.

	
	

	1.7. Appointments system available
	Copy of extract from appointment book/schedule, copy of marketing/information material, which describes appointments system.

	
	

	1.8 Drop-ins offered
	Copy of customer information detailing drop–in times. Copy of service timetable.

	
	

	1.9 Maximum response times set and monitored
	Information on what response times have been set, describe monitoring arrangements.  Attach extract of quality manual if available.


	Commitment

	
	

	2. We will provide a professional and responsive service to employers.*

	Indicator
	Evidence

	2.1 Record of employer contacts maintained
	Sample print-out of database, showing updating dates.

	
	

	2.2 Good quality marketing materials are used specifically for employers
	Copy of marketing materials.

	
	

	2.3 Staff are trained, or can demonstrate the skills required, to deal effectively with employer enquiries 


	Copy of staff development handbook, personal development/training plans, recruitment criteria, person specification and job descriptions.

	
	

	2.4 Staff can effectively market the JU4Js offer to employers
	Copy of marketing script, marketing materials, case studies detailing success stories.

	
	

	2.5 There is a clear onward referral process for employers that you are unable to assist
	Describe process, copy of employer engagement policy, give examples, copy of emails. 


	
	

	2.6 Guidance and training materials are available to support staff in their work with employers
	Copy of guidance and training materials.


* It is recognised that not all organisations need to, or should try to, maintain an extensive and direct relationship with employers.  In a demand led strategy, however, having a good understanding of the needs of employers and the means to effectively match clients to suitable opportunities is a fundamental component of effective service. As a minimum, all organisations must be able to respond professionally to an employer approach and, either meet the requirements of the employer in question, or demonstrate the capacity to refer appropriately to other services which can do so.

	Commitment

	
	

	3. We will ensure that customers have up to date and relevant information.

	Indicator
	Evidence

	3.1 Current sources of information held
	Detail what information held on job vacancies, guidance services, training provision, college courses, benefits and tax credits.  Provide samples e.g. JCP vacancies, reference materials available.

	
	

	3.2 Staff have knowledge of relevant sources of information
	Describe staff training processes, provide sample of job descriptions.  Describe procedure for updating information – frequency, sources, dissemination.

	
	

	3.3 Staff development - procedure in place for ensuring that staff members are kept up to date with relevant information
	Provide copy of training and development plans.  Describe how staff are updated – provide copy of team meeting minutes, staff briefing sessions, agenda for away-days, all-staff emails.

	
	

	3.4 Information leaflets produced for customers
	Copy of each information leaflet.


	Commitment

	
	

	4. We will provide the most appropriate services to each customer’s needs.  

	Indicator
	Evidence

	4.1 Written information provided to customers on service provision
	Copy of the information provided to customers, copy of induction pack.

	
	

	4.2 Staff have relevant qualifications and experience
	Provide person specifications, job descriptions, recruitment and selection procedures, staff training and development policy.

	
	

	4.3 Customer records include action plan and record of progress
	Copies of action plan, training plan and reviews.

	
	

	4.4 Standard forms and procedures used
	Copy of forms and procedures.


	Commitment

	
	

	5. If we cannot provide a service that customers need, we will refer them to an organisation that can

	Indicator
	Evidence

	5.1 Staff use the JU4J directory and/or other up to date information about specialist services with eligibility criteria.
	Extract of information held on other services and the eligibility criteria applied.  Copy of emails seeking advice/information from other service providers. 

	
	

	5.2 Customers are referred to provision which is appropriate to their needs.
	Describe referral process and provide copies of any standard forms used.  Give an example/case study of where the referral process was used.

	
	

	5.3 Directory entry on the JUFJ website is current and accurate
	Describe updating procedure, provide detail of who is responsible for updating and how this is monitored.

	
	

	5.4 Organisation participates in relevant professional groups/networks e.g. JU4J Forum, LEND, Employer Engagement Forum
	Evidence of participation - copy of minutes, membership of working groups.


	Commitment

	
	

	6. We will engage with customers to ensure that our services are of a high standard and meet customer needs.

	Indicator
	Evidence

	6.1 Feedback is sought from clients, employers and stakeholders and acted upon
	Regular customer satisfaction surveys are undertaken and results applied to service delivery. Customers are asked to complete exit questionnaires.  Give an example where input from customers has resulted in a change to service delivery.

	
	

	6.2 Complaints procedure in place    and communicated to customers
	Copy of complaints procedure.  Provide details on where available and how it is communicated to customers.

	
	

	6.3 Quality improvement process in place
	Describe what quality improvement system there is, who is responsible for implementing and over-seeing.

	
	

	6.4 Records of meetings include action points identified and completed
	Provide copies of meeting notes/minutes showing actions agreed and completed.

	
	

	6.5 Customers are involved in service planning
	Provide copy of focus groups minutes, surveys, user-group minutes.  Describe how customers (employers and clients) are involved in service planning.  Give example of changes implemented as a result of involving customers.

	
	

	6.6 Customer satisfaction measured and targets set for improvement
	Describe how customer satisfaction is measured, how target-setting is undertaken, who is responsible for quality improvement.  Give an example of actions undertaken to improve customer satisfaction.


	Commitment

	
	

	7. We will respect customers’ right to privacy.

	Indicator
	Evidence

	7.1 Private space available for confidential interviews
	Will be assessed at the Assessment visit.

	
	

	7.2 Staff adhere to requirements of Data Protection legislation
	Extract from staff manual, describe any training provided on DP, provide copy of Training and Development plans detailing this.

	
	

	7.3 Data Protection forms completed by customers
	Copy of Data Protection forms.

	
	

	7.4 Staff manual includes relevant policies on data protection
	Extract from staff manual.


	4.
	ESSENTIAL DOCUMENTS


	a.
	ORGANISATIONAL OVERVIEW


Please provide an overview of the range of services and target client groups for whom your organisation provides services (300 words max)


	b.
	EVIDENCE SUMMARY SHEET


	INDICATOR: 
	Y

√
	N

√

	Brief Description of Evidence


	
	

	Action Points


	
	

	INDICATOR: 
	Y

√
	N

√

	Brief Description of Evidence


	
	

	Action Points


	
	


	c.
	CROSS – REFERENCING CHECKLIST


	1. We will ensure that our service is accessible to all eligible jobseekers
	Evidence Item No.

	Premises are physically accessible and meet the specific needs of the client group(s)
	

	Outreach – premises checked for suitability
	

	Clear statement of eligibility for services available to customers
	

	Welcoming, customer-friendly office
	

	Relevant policies applied e.g. Equal opportunities, DDA 
	

	Information is provided in different formats/languages
	

	Appointments system
	

	Drop-ins offered
	

	Maximum response times set & monitored
	

	2. We will provide a professional and responsive service to employers
	

	Record of employer contacts maintained
	

	Good quality marketing materials are used specifically for employers
	

	Staff are trained, or can demonstrate the skills required, to deal effectively with employer enquiries
	

	Staff can effectively the JU4Js offer to employers
	

	There is a clear onward referral process for employers that you are unable to assist
	

	Guidance and training materials are available to support staff in their work with employers
	

	3. We will ensure that customers have up to date and relevant information
	

	Current sources of information held
	

	Staff have knowledge of relevant sources of information
	

	Staff development: procedure in place for ensuring that staff members are kept up-to-date with relevant information
	

	c.
	CROSS – REFERENCING CHECKLIST CONT’D


	4. We will provide the most appropriate services to each customer’s needs
	Evidence Item No.

	Written information is provided to customers on service provision
	

	Staff have relevant qualifications and experience
	

	Customer records include action plan and record of progress
	

	Standard forms and procedures used
	

	5. If we cannot provide a service that customers need we will refer them to an organisation that can
	

	Staff use JUFJ Directory and/or other up-to date information about specialist services with eligibility criteria
	

	Customers are referred to provision which is appropriate to their needs
	

	Directory entry on JUFJ website is current and accurate
	

	Organisation participates in relevant professional groups/networks e.g. JUFJ Forum, LEND, Employer Engagement Forum
	

	6. We will engage with customers to ensure our services are of a high standard and meet customer needs
	

	Feedback is sought from clients, employers and stakeholders, and acted upon
	

	Complaints procedure in place and communicated to customers
	

	Quality improvement process in place
	

	Records of meetings include action points identified and completed
	

	Customers are involved in service planning
	

	Customer satisfaction measured and targets set for improvement
	

	7. We will respect customers’ right to privacy
	

	Private space is available for confidential interviews
	

	Staff adhere to requirements of Data Protection legislation
	

	Data Protection forms completed by customers
	

	Staff manual includes relevant policies
	


	d.
	ASSESSMENT CHECKLIST


Please √ to confirm included in portfolio of evidence

	Organisational Overview:

 - Hard copy in portfolio
 - Electronic copy emailed to assessor
	

	
	

	
	

	Cross-referencing summary
	

	Indicator Summaries
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