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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 the Education Committee:  
 

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

b. approves 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 February 2013 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: 
 

“Following the assessment Education Department – East Renfrewshire Council were 
found to have a deep understanding of, and commitment to, Customer Service 
Excellence. The commitment was displayed from Senior Management levels through 
to operations and front-line staff.” 

  

AGENDA ITEM No.3 



7. The report recognises the department’s continuing commitment to providing excellent 
services and to seeking continuous improvement. It identified no non- or partial compliances 
with the Customer Service Excellence standard, whilst identifying five 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. 
 
 
FINANCIAL AND EFFICIENCY IMPLICATIONS 
 
9. Costs for the annual assessment are met within the Education Department’s revenue 
budget. 
 
 
CONCLUSION 
 
10. 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 
 
11. The recommendation is that Elected Members:  
 

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

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

 
 
 
Mhairi Shaw 
Director of Education 
March 2014 
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