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PURPOSE OF THE REPORT 
 
1. The purpose of this report is to advise committee of the outcome of the most recent 
Customer Service Excellence assessment for the Education Department. 
 
 
RECOMMENDATION 
 
2. The recommendation is that Elected Members:  
 

a. note the continuing high standard of this award in recognition of the 
department’s high quality services; and, 
 

b. approve this approach to ensuring the department’s sustained commitment to 
continuous improvement. 

 
 
BACKGROUND 
 
3. The Customer Service Excellence standard “tests in great depth those areas that 
research has indicated are a priority for customers, with particular focus on delivery, 
timeliness, information, professionalism and staff attitude. There is also emphasis placed 
on developing customer insight, understanding the user’s experience and robust 
measurement of service satisfaction. “ 
 
4. The previous review for the Education Department took place in January 2014 and 
assessment is undertaken on an annual basis.   
 
 
REPORT 
 
5. The assessor spent the one and a half day visit interviewing a wide range of 
customers and service users.  The outcome of the review was the award of the Customer 
Service Excellence Standard.   
 
6. The assessment report, included in Appendix 1 of this paper, noted: 
 

“There continues to be a strong corporate commitment to putting the customer at the 
heart of service delivery and leaders in your organisation actively support this.  There 
are real attempts to engage with customers to determine their views on service 
provision and ensure that high levels of customer insight are maintained.”  
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7. The report recognises the department’s continuing commitment to providing excellent 
services and to seeking continuous improvement.   It identified seven areas of “Compliance 
Plus”,  “behaviours or practices which exceed the requirements of the standard and are 
viewed as exceptional or as an exemplar to others.’’ 
 
8. These areas are set out in the report but included: commitment to putting the 
customer at the heart of service delivery; customer insight informing policy; staff awareness 
of customers’ needs and preferences; provision of customer information, including use of 
electronic media; partnership working to meet customer needs; analysis of customer 
feedback; family friendly accreditation. 
 
9. It identified an area of improvement and asked the department to review its current 
practice of guaranteeing that the customer will speak to someone in person, not an 
answering machine when they call, as this may conflict with the ability to provide a specific 
measure for answering enquiries.  
 
 
FINANCIAL AND EFFICIENCY IMPLICATIONS 
 
10. Costs for the annual assessment are met within the Education Department’s revenue 
budget. 
 
 
CONCLUSION 
 
11. The assessment report and the confirmation of the achievement of the Customer 
Service Excellence standard recognise the Education Department’s sustained commitment 
to service excellence and continuous improvement. 
 
 
RECOMMENDATION 
 
12. The recommendation is that Elected Members:  
 

a. note the continuing high standard of this award in recognition of the 
department’s high quality services; and, 
 

b. approve this approach to ensuring the department’s sustained commitment to 
continuous improvement. 

 
Mhairi Shaw 
Director of Education 
June 2015 
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Appendix 
Appendix 1 Customer Service Excellence Report - East Renfrewshire Council – Education Department  
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