Hampshire County Council Corporate Information Services

QUALITATIVE MEASUREMENT OF SUCCESS 2009-11
	Type of measure
	No.
	Performance Indicator
	Target 2009/10
	Target 2010/11
	2nd   Quarter Review



	Quality
	1
	Adherence to Consultation 
Plans 


	Adherence to Consultation plan


	Adherence to Consultation plan


	On  target

	Quality
	2
	A successful Customer Access
 Point  (CAPs) Programme 
	Strategic reviews already done. Target to fulfil requirements from the reviews.  

Also to update information supplied to CAPs. 

Review quality of information on the CAPs web pages and to ensure presentation reflects corporate and departmental format.
	Consultation plan to be completed
	On Target

	Quality
	3
	A structured programme of community engagement which identifies and delivers to groups that ‘have been missed’. (BME term should be challenged as there are many minority ethnic groups that are not black)

	Programme underway with part of the service.  Target to activate all Information Centres with the same focus on outcomes.  
	With the advent of Hantsdirect Local Our staff will be placing more emphasis on community engagement – with particular emphasis on enhancing departmental initiatives
	On Target

	Quality
	4
	Departmental requests for assistance with road shows, campaigns etc
	Targets and plans have been set in accordance with Corporate Communications Road shows and events


	Targets and plans have been set in accordance with Corporate Communications Road shows and events


	On target


	Quality
	5
	Increase in number of enquiries
	Enquiry database to be reviewed to increase capacity and diversity


	Staff input being sought and then the  final database will be set up
	Work still in progress

	Quantity
	6
	Improvements in response times
	Develop new business processes to use reduced resources more effectively.

	New processes have been developed and resources have reduced
	Met  target with new work ongoing

	Quality
	7
	Customer Service Excellence Standard (CSE)
	Achieve first year Charter Mark health check and complete first part of CSE transition plan.
	CSE achieved in 2009 with the first year Health Check to be completed successfully in November 2010
	On Target

	Quality
	9
	Hantsdirect Fulfilment
	To develop business processes to ensure fulfilment meets standards as we take on new services.
	To develop business processes to ensure fulfilment meets standards as we take on new services.
	On target with new work ongoing

	Quality
	10
	Switchboard
	Increase in qualitative responses to assist in identifying problems and potential problems during Hantsdirect transition.
	Increase in qualitative responses to assist in identifying problems and potential problems during Hantsdirect transition.
	On target  - work ongoing

	Quality
	11
	Blue Badge
	Challenge business processes continually to ensure efficient and effective use of resources without compromising performance standards
	Review in process – significant resource savings expected
	On Target


	Quality
	12
	Resource Management
	Challenge business processes continually to ensure efficient and effective use of resources without compromising performance standards.

Cross training to spread availability across the whole service
	Challenge business processes continually to ensure efficient and effective use of resources without compromising performance standards.

Cross training to spread availability across the whole service
	Met  target with new work ongoing

	Quality
	13
	Equality and Diversity
	
	Customer Services Excellence initiative to drive ongoing assessment of the impact of our community work.  
Impact assessments to be done accurately


	On  target with new work ongoing
On Target

	Quality
	14
	Customer Journey
	
	Use benchmarking information as well as new Mosaic understanding to improve customer journey mapping

	On  target with new work ongoing

	Quality
	15
	Customer insight
	
	To work with Customer Insight consultant to improve our use of Mosaic to better inform our community engagement initiatives
	Met  target with new work ongoing using Mosaic as it develops
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