RAISING THE

A CHARTER FOR

JOBSEEKERS

The mployment Service has an
extensive network of local offices.
s main purpose is 10 give posiive
help to unemployed people to assist
them back 1o work, and pay
henefits 2nd allowances promptly
and accurately to those who are
cnttled to them. The Citizen's
Charter will reinforce the
Employment Service’s aim of giving
unemployed people, and others
who use its services such as
employees and those changing jobs,
the individual approach that they
necd:

« details of all services offered
will be displayed in each local
offi e,

» national targets {or service
detivery will be published each
year. Performance against these
tacgets will be published in the
Employment Service's Amoual
Report;

= local targets [or the level of
service o clients will be displayed
in all Jobcentres for clieats to sce.
These will inciude:

» waiting tmes (lor example for
chients to see an adviser, sign
on, or he given information
about a job vacuncy);

* the local office network is being

STANDARD

* how quickly the telephone will
be answered;

= standards for prompiness and
securacy in benefit payments;

» information relevant 1o the
local labour markel on
performance against Largets
will be displayed in Jobaentres
for clients to s¢e;

leaflet — a comprehensive
account of the wide range of
services available 1 unemployed
clients;

integrated ro offer a ‘one-stop

shop’ in each area, bringing

employment and benelit services

wygether under one rook;

» some focal offices ofler
freephone services for
jobseekers wha visit them;

* the new integrated network will
offer pleasant, well-desigoed
office interiors where ¢laimants
can discuss their peeds face ©
face with Employient Service
advisers;

* whenever possible, people
coming to Jobcentres for
advisory interviews will see the
same person on each occasion;

» comprebensive information
on the services provided hy the
Employment Service is setoutin a
serjes of widely available leaflets,
inciuding the new Just tbe Job




» ull {ull-iime Jobcentres are to he
open for a minimum of 36 hours a
week, but local managers can
decide which opening hours are
most suitable for their clients,
¢g in sorne market [OWNS
op<ning hours are extended
on markel days;

» annual natiopal customer
surveys will continue to be
undeaken to test views on the
quality of scrvice being provided
and show where improvements
are needed. They will be
supplemented by castomer
surveys at local level;

» all offices will have €asy o use
complaints armngements. The
nama of the local manager and of
the srea manager to whorn they
are responsible will always be
displaved.

The Employment Sexvice will
publish its own charter later
this year, which will set out the
standards of service which
unemployed people are entitled

10 expect,

RAISING TI1LE

THE CHARTER AND

SOCIAY SERVICES

The Government has launched a
new deal for adults” and children’s
socil care, It gives individuals a
centrai place in the delivery of
services,

The NS and Community Care At
introduces new community care
arrangements for aduits which
create daties on local authositics to
assess individual need. The
Children Act 1989, which applies in
England and Wales, has refocused

sarvices on the interests, wishes and

feelings of ndividual children.

It requires authorities to work in
partnership witl: parems. The
Government expecs local
authorities to vse their new powers
te> improve the quality of service.

Tor the individual needing care
there will be:

« more reliable information on
available services, how to get
them and how long the process
<an be expoeded w take:

« an individual care plan
reflecting the individual's wishes
as far us possible, saying whal
services will be available, and

naming the person responsibie for

them;
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« the assurance that natonally
promulgated quality standards
are available as a benchmark or,
where suitable, are Jegally
enforceable;

» the assurance that services will e
inspected {or quality and
cffectiveness independently of

their providers;

« independent representation or
advocacy whert necessary and a
new avenue for complainants o
pursue problems, if dissatistied.

For residential care:

 the health depurtinents have
identified and promulgated clear
standards covering, for example,
privacy, quality of life and
respect for individuality in
residential homes:

« in children’s homes, individual

rights — like #ecess 1o family,
personal mail and independent
help or advice — age clearly
prescribed by law,
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THE SOCIAL

SECURITY BENETITS
AGENCY

The Social Security Benefits
Agency, lannched in April,
provides social security services
including pensions, child
benefit, income support, farnily
credit, disability benefits and
the social fund.

The Agency was set up to improve
radically the delivery of sacial
security benefits. It aims to treat its
clients courteously, 1o provide
information about the benefits
available 1o thetn, and to handle
their business promptly and
efficiently. The Agency will publish
a Social Secarity Benefits Agency
camtomer charter in the muumn
which will Lranslate these principles
into practice, This will mean:

» published national iargets for

the main henefit services;

» equivalent published targets
for cach district. These targels
will be displayeed in plain
langoage in cach office, together
with the name of the person in
charge. They will include
standard times within which
callers will be seen;

» 3 published annual report,
available in cach office For clicnts
to see, which will set out how
the Agency met its targets,
informaton on tocal office
pcrformance will b displayed
prominently in every office;

» clecar procedures for handling
customer enguirics and
difficulties, and a customer
service manager in cach office
16 ¢nsure they are acted o

LGELE

* 4 programme to improve
service by Lelephone as well as
by post and in person;

« customers will normally be dealt

with by staff who can be
identified by name. Wherever it
is the best way of meeting
customer's requirements, a single
contact point. will haadle each
customer's business with the
Agency;

« a clean office environment.
Privacy and a rcasonable level of
comfort will be provided as
resources allow. People do pot
want Or CXpect luxurious
surroundings, hut visiting benelit
offices should never be 4
daunting or deimnoralising
experience;

« development of more flexible
opening hours, where
necessary, to mect the needs of
the local cormmunity.

STANDARD

Information

Good information. is often the key
o getting the best from a service
quickly. As pant of the Chaner
prograrame, the Benefits Agency is
investing a great deal in making
sure thar ¢ustomens know what they
are entided 1o and what to do to get
it Some examples are;

+ the tefephone Freekine, which
provides general information in
five languages alout benefits;

» specialist helplines on family
credit and disability benefits: a
call o dhe latter will enabie a

precompleted claimn form to be
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produced by compurer and
posted to the customer for
signanure;

e the new Have Your Say leaflar
which invites customers to feed
back useir comments {positive or
negative) on Lhe service they have
received,

Consulting customers

In carly 1992 the Benefils Agency
will publish the resvlts of a national,
independently conducted., customer
survey coveriog, among other
things, fimeliness, courtesy of suaff,
and response to written and
elephone enquirics. The exercise
will be: repeated annually so that
customers’ views can be taken into
accournt and improvements can be
mezasured ancd achieved.

The Social Security Contributions
Agency was sct up in April this year
ta collect employers’ and
ciaployees’ Nationzt Insurance
contributions.

T H E

‘fhe Agency:

« holds an annual conference
to consull its customers;

* will shortly publish an
independent survey of i
SCIVICUS,

* provides 2 Freephone advice
service for employers.

Tt will publish two charters —
a contributors' charter and an
employers’ charter - this summer.

Benefits and the Post Office

Social Security benafits are paid
through the Post Office, bunks
and building socicties, and the
Government is anxious to ensure
that customers receive @ quality
sertice af this point in the sysiem,

An important dlement is customer
chotce: dissatisfied cusiomers can
transfer their business from one
FPast Office ontler, or one bank or
building society, o anotber. The
Government intends to widen this

- choice By extending the aption of
automated payment into a bark
or building society account to
henefits where this service is not
et available,

B addition, specific service
standards dare being introduced
Jor the first time Jor benefit
customers being served by the Fost
Office. The Post Office plans w
fublicise these standards in its
branches, irdtially on ¢ pilor basts
in a number of outlets, and then
later 1 @il post offices.

These standards will also be
inconporated in the Benefiis
Agency customer chaster. .

STANDARD

THE POST OFFICE

Our major pranosals for the Post
Office include a reduction in tre
leuer monopoly from the present
level of &1 to a level much closer w
the cost of a first class stamp,
creaton of an independent
regulator and new powers for sthe
Secretary of State to sef service
standards and targets and to
approve redress schemes. These
propasals are outined in the section
on ‘delivering quality’.

Publicising local and national
targets

The Post Office will in futare give
much greater publicity w both
national and locat service targets
and 10 current performance against
them. A recotd improvement in the
rcliabibity of first class letwr
deliveries nadonwide was achieved
last year and an even more exacting
target is being st for this year.

In tuture, Royal Mail will provide
greater local accountability by
sering delivery relisbility targers for
its 120 postcode areas rather than its
cureent 03 districes. And it will give
greaier publicity in local offices to
both tarzers and performance
achieved in cach area. It will display
at post offices and eisewhern:
guidance about the Jatest posting
umes to secure delivery within the
perlormance specification, in
addition, the Post Office will gisplay
information about the maximum
time that peopie can reasonably be
expected to wait for service at post
office counters.

~J
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REVENUE

DEPARTMENTS

A new taxpayer’'s charter will be
published fater this summer.
Taxpayers should expect te be
treated fairly and efficicndy. The
Inland Revenue and Customs and
Excise work closely tn partacrship
with taxpayers 10 casure that they
fully understand their rights and
obligations under tax law uad, in
particular, what o do if they fecl
unfairly ireated. Customs and EXcise
will be following up wilh scparate
spedilic charters for VAT and

Excise Duty payers and a new
traveller's chatier. These will appeac
in dwe autuom,

The nland Revenue will set and
publish standurds for replying to
axpayers’ leaers, Customs and
Fxcise will also be expanding the
use of quality of service indicatorns
and reporting on their achievement.

Barh the Inland Revenue and
Custorms ancl Excise are re-
designing some of their main

forms and other literawre to

mauke them casicer for people 1o
understand. A new sedes of feallets
will 1l particular groups of people
([or example small business people,
pensioners and school-leavers)
what kind of help and level of
service cach can expect from the
Inland Revenue. Sclected "lax
Enquiry Centres will experiment
with more flexible opening hours o
test public demand.

The Inland Revenue will seek
people’s views about the service
they receive, A new scrics of leatlets
will invite comments and explain
how to complain to the customer
service manager if they are
dissatisfied. Customs and Excise is
reviewing irs cornplaiot system and
will publish impraved procedures
this zumn,

21
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TiiLE POLICE

Pubtic conflidence is essential to
the success of policing. The
Government has encouraged
community policing and the
valuable extension of
Neighbourhood Warch schemes.

It regrets the oppostion of some
councils to these schemes,

The 1990s will see a major initative
on quality of service. All police
forces should deliver standards of
service which go as far as possible
to meet the expeclations of the
public. We want to see police forces

STANDAR
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publishing 1argets and indicators of
performance locally.

The police: service's new national
statement of pumpase and values
sets out the generat standards anct
quality ol scervice the public is
entitled 10 expect. It requires police
managers to b clear about their
priorities, 10 have measurable
standards 2nd 10 agree abjectives
with Lheir locat community. 1t atso
reinforces to all police officers the
importance of 4 prompr, (ir and
cotrteous response ta all members
of the public.

We favour the idea of police officers
being readily identifiable by name.
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Response times

‘The public need to feef confident in
the availability of the pulice o deat
with cmergencies and their speed of
response.

We will expect all police forces
to set and publish target times
for answering telephone calls,
and arriving at the scene of
incidents which require rapid
rcactdon — such as public disorder,
burglagies where an intruder is
present, or where there is any threm
to life.

Call-out times are just one means of
indicaling the guality of police
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service. Just as impoaant as
response tme is that the service
should be helpful, sympathetic, and
effective in all its dealings with the
pubiic, Tnformation will he
published on results of police
action, as well as response times,

From this year, systemalc
information on quality of
performance will be gathered in a
number of other areas, including
fair practice in cautioning and stops
and scarches; specd of help to
victims of crime:; analysis of
complaints; and 4 range of contacts
between police and their local
communities. Police effectiveness
will e tested in the annual round of

inspection.
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CRIMINAL JUSTICE

AND COURTS

The Criminal Justice system
provides a service 1o the public at
large. It has many different
customers: those whose interest is
simply the maintenance of jaw and
order, and those who come across
the system in a particular context -
WHDCSSCS, Jurors, victims,
probationers, the accused and
prisoners. Quality of service
therefore relates ¢ large range of
situations and circumstances.

Vickins of crine

Last year the Flome Qffice publisbed
the Viciims' Charter, the first public
steement of e rghts and
expRCtAtions of wictims of crime. i set
stanudards for everyone fn the
criminal justice system who comes
10 contacet uith Wctims,

The Fiome Qffice grant to tha
volsniary body, Victint Suppront, has
nisen in five years from £300,000 to
over £5.5mithon. As a result local
volusiary schemes nut coner most of
the popridation of Englard and Wales.
They help well over half a mifon
victims of crime referred lo them by

© the pulice each year, avid are
developing net forms of suppornt.




Civil action: aoccess 1o e courets

A rember of mportant jurisdicticndt
changes are being invoduced from tis
Juedy 10 ensure that cases are dealt with
at the most appropricde level

This witl mear:

* a shifr of work from the High
Court 10 the corauy Coutt;

v a sgnificantly greater ymanber
of cases being dels wib by a smail
daims arbitration procediers,
muich cheaper and tess formal
»normal court procedures;

» yeductionss i the number of thmes
harties need 1o attend court;

» Qugr the next two 10 tree years. the
procedrares goverziing PONSing
cases arid admimistration orders
(il bankrgroies) will also be
improved, Netw svstems will altow
the courts to exereise tgbier control
over ibe progress of cases and
reduce re opportunitics for
delay by ome or 1 other party.
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Courts

Many jorors and witnesses come
into contace with the courts only
once. They have too often taken
away a poot impression of the value
placed on their time and
contribution. Measures are being
taken 10 iNCrense awareness and
receptivencss 10 the needs of
victims, witnesses and jurors.

We are constantly seeking ways to
make the couns more accessible
to all who have to use them.
Management of the courts will be
placed under closer scrutiny.
Comparative perlormance
information is already used by
managers o assess their
effectiveness and suggest
corrective acton. The Lord
Chancellor will publish details of
perfonnance standards and
indicators in his Annual Report on
the Coun Service. Information on
performance at court level will he
made available to the public
locally through cowt user
commitees, and more effort will be
madc 1 obuin the views of those
who use the courts.

Bringing cases tO conrt

Long delays in bringing cases to
court are frequently  justified
source of concem o the public.
Timctables are set for bringing
eriminal cases to trial, and defays
between commiual o the Crown
Court and trial are aow at their
lowest level for over ten vears in
London. But more aceds wo be done
and further improvements will be
an important objective of the
Charter programine.

Fffents are being made w reduce
time spent in custody on remand.
The THome Secretary has announced
a time limin of 56 days from first

uppearnce to inal in the
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magistrates' courts, and 70 days
from first appearance before
magistrates to commiltal to the
Crown Court. This change will take
effect from * Oaeber 1991, The
Government will review all the time
limits for carmying lorsvard a casc,
and their effectiveness in pracuce,
over e next two ycars.

Juroxs

For jurors the Citizen's

Charter will greatly improve the
information st they receive. In
particular, we will:

e make the leuer summoning them
o jury service cleacer and
fricndlier:

» make simpler and more informal
the leafler sent out with the
summons 1 explain the functions
of jururs and what they can expect
to happen;

» improve the training of those
responsible for receiving jurors
and explaining procedures;

» review what more can be donc o
cxplain the svstem better o jurors,
including the posstbility of
showing them a video when they
arrive in order W expiain the coort
Process.
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Jury service involves some waijting.
This is because there may be
chalienges to the suitability of
potental jurors, because of sk of
illness; and becausc it 1s nol always
certain when a particubar case will
staer or for how long it will last.

The abolition of the right to
peremptory challenge has,
Liowever, reduced the number of
jurors who need (o be summoned.
Coun stafT are: instrucied 1o see that
jurors dre 1ol keptl waiting
annecessanty and 10 release as soon
as possible each day those who are
not roguiredl Courts are set a target
that jurors should sit for at least 70
per cont (85 por cent i London) of
the days that they awend at court
Overall performance was 74 per
cent in 1990/01. Sympathetic
consideration is already given o
excusing or deferring jury service to
those who woudd be serioushy
inconvenicnced. But, as pan of the
Chaaer programme, we will review
further how problems could be
reduced.

Ome particular problem is that many
defendants change their plea only
when their casce is aboul 1o be
heurd. By that stage, jucors and
wilnesses will have been
assembled. We have therefore
commissioned a study, jointly with
the Law Society, the Bar and the
Crown [Mrosccution Scrvice, to
investigate what could be done 1o
reduce this.

As another Chaner reform, the next
legislaive opportunity will be tlken
to bring forward measures whicl
will normally allow juries
considering their verdict to go home
atthe end of the working day. At
presei, @ jury which has retired
may ot disperse, and is confined to
a horel overnight

T hHne

Wilnesses

As far as witnesses in the Crown
Courts arc concemed, as pae of the
Citizen’s Charter we will:

& make the order to attend
clearer and more informal;

* crisure a leaflet is sent to cach
witness explaining what to expect
when they arrive in coury

= gstablish an information point
in ¢ach Crown Coup cenire,

* ensure, wherever possible, that
wilnesses in long-running cascs
are called to cowrt only when
needed, not at the ousct of Lthe
Case;

= review signs within cowrt
buildings with special attenuon o

the possible needs of victims and
WiItnesses;

= instruct chicf clerks © respond
sympathctically wherever
possible to requests tor scanng
from those closcly linked 1
particnlar cases, particulary
reladves of victims or defendants;

» allow victirns who are called as
witnesses {0 familiarise
themselves with the
courtroom surroundings hefore
they appear in court,

The Government wilf encourage
similar improvement in the
magistrates’ courts.

ST ANIDARD

Prisons

All citizens are entitled 1o
consideraiion, including those who
offenct against the Baw. ‘The: Mission
Suterment of the Prison Service
undertakes to took after atl
prisoners with humanity #nd 1w hedp
them fead [aw-abiding and useful
lives.

W favour the idea of prison officers
being readily idenufiable by name.
L is especially importanat in prisons
that no-one is denied information
which they are entitled about
cecisions affecting their lives and
well-being. We are therefore
introducing a number of measures
o ensurce that prisoncers receive
clear and basic information from the
start of their dme in custody about
decisions affecting them and
preparations [or their releasce,




