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1.1.2 : We have developed  customer insight  about  our  customer  groups  to  better  
understand their  needs  and preferences. 

Applicant Self Assessment: Strong 

New Evidence 
 

C204: Post  Pandemic  Customer  Contact  Survey and Action  Plan Assessor Acceptance: Yes 

In 2021 we held a survey of customers (making special efforts to include Hard to Reach Groups) to inform our 
Post Pandemic Customer Engagement Delivery 

  

to    to     Poer 



Argyll and Bute Council Corporate Template Assessment Report 

Page 5 of 59 20 September 2024 18852/128602 

 

 

1.1.3 : We make particular  efforts to  identify  hard  to  reach  and disadvantaged  groups  and 
individuals and have developed  our  services in  response to their  specific needs.  

Applicant Self Assessment: Strong 

New Evidence 
 

C204: Post  Pandemic  Customer  Contact  Survey and Action  Plan Assessor Acceptance: Yes 

We paid for 500 postal surveys with reply paid envelopes to be sent to hard to reach customers as part of our 
post pandemic Customer Contact review and 200 replied. The Action Plan on this document strongly reflects 
their input. 

C207: Keep in the Loop  Notification  Service  Assessor Acceptance: Yes 

This service is a powerful, pro-active means to engage with Hard to reach (geographically and other attributes) 
groups to both seek their input to service design and to alert them to issues so they can help us manage 
specific needs. (Demo on day) 

C208: Community  Planning Partnership  Outcome  Improvement PlanAssessor Acceptance: Yes 

The CPP Outcome Improvement Plan is the result of extensive consultation (detailed here) that deliberately 
reaches out to marginalised groups and includes their insights into future services, such as the Gaelic 
Language Actions Plan. 

1.1.3.1 : We make particular  efforts  to  identify  hard  to  reach  

 
 

 
1.1.3.2 : and disadvantaged  groups  and individuals  

 

 
 

1.1.3.3 : and have developed  our  services in response to  their  specific needs.  
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1.2 : Engagement and Consultation  
 

1.2.1 : We have a strategy for  engaging  and involving  customers  using  a range  of  methods  
appropriate  to  the needs of  identified  customer  groups.  

Applicant Self Assessment: Strong 

New Evidence 
 

C209: ICT Digital Strategy  2021-24 Assessor Acceptance: Yes 

As much engagement is by Digital means the Councils recent ICT Strategy has a section dedicated to 
Customers (see Pages 4-6) including accessibility, services and even CSE! 

 

C210: ABOIP Engagement  Strategy  - Presentation  Assessor Acceptance: Yes 

This presentation shows the Strategy Adopted by the Community Planning Partnership to maxise engagement 
with community groups using a wide range of approaches and alternative mediums tailored to them. 

 

C211: Dog Fouling  Campaign  Strategy  Assessor Acceptance: Yes 

This is an example of a campaign strategy on a dedicated topic close to many citizen’s hearts - Dog Fouling. 
Note the Community Group based approach and bespoke products approved for the Campaign. 

1.2.1.1 : We have a strategy for  engaging  and involving  customers  

 
 

 
1.2.1.2 : using  a range  of  methods  

 

 

1.2.1.3 : appropriate  to  the needs  of  identified  customer  groups.  
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1.2.2 : We have 
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1.2.3 : We regularly review  our  strategies and opportunities  for  consulting and engaging 
with  customers  to ensure that  the methods  used  are effective and provide  reliable and 
representative results.  

Applicant Self Assessment: Strong 

New Evidence 
 

C213: Employee  Learning and |Development  Resources  for  Consult Aastisoensssor Acceptance: Yes 

Effective Consultation is such a high priority we have created this dedicated learning resource and toolkit on it; 
Steps 2 and 3 are about reaching the right people and using  rigng 
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1.3.4 : We set  challenging  and stretching  targets  for  customer  satisfaction  and our  levels 
are improving.  

Applicant Self Assessment: Strong 

New Evidence 
 

C215: Customer  Engagement  Team Satisfaction  Monitoring  Assessor Acceptance: Yes 

The Customer Engagement Team has had a 95% satisfaction target for mediated channels based on best in 
class and consistently exceeds this. In fact Registration achieved 100% in the last report. Best ever. 

 

C218: LGBF and Customer  Satisfaction  Benchmarking  Assessor Acceptance: Yes 

The Local Government Benchmarking Framework does not have targets per se, but the de facto target is to be 
at least as good as the Scottish Average and to be improving.    
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2.1.3 : We have policies and procedures  which  support  the right of  all customers  to  expect  
excellent  levels of  service.  

Applicant Self Assessment: Strong 

New Evidence 
 

C226: Customer  Engagement  Team Performance  Monitoring  Assessor Acceptance: Yes 

The Customer Engagement Team’ embedded procedures for standards monitoring support the Council’s 
Customer Service Charter and is used in conjunction 
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2.1.4 : We ensure  that  all  customers  and customer  groups  are treated  fairly and this  is 
confirmed by feedback and the measurement  of  customer experience.  

Applicant Self Assessment: Satisfactory 

New Evidence 
 

C215: Customer  Engagement  Team Satisfaction  
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2.1.6 : We empower and encourage all  employees to  actively promote  and participate in  
the customer  focused  culture  of  our  organisation.  

Applicant Self Assessment: Satisfactory 

New Evidence 
 

C233: Customer  Care Related  Training  Assessor Acceptance: Yes 

Customer Care Related Training is a fundamental part of the Council�s Learning and Development Strategy and 
is both a sign of Management Commitment and a vital enabler for empowering staff witht the skills to 
participate in our customer focused culture. 

C234: Customer  Complaints  Management  L&D Assessor Acceptance: Yes 

The council takes a Corporate Approach to Complaints Managers that has at its heart the early resolution of 
complaints by empowering staff to fix things that have may have gone wrong at Stage 1 of the complaint. 
Comprehensive Training is key to early, good outcomes. 

C235: Trauma  Informed  Practice Training  Assessor Acceptance: Yes 

An increasing number of customers have experienced trauma at some point and need to be assistedwith 
particular sensitivity. In order to empower our staff to do that many employees did a short course on Trauma 
Informed Practice: 

2.1.6.1 : We empower  and encourage  all employees  to  actively promote  

 

2.1.6.2 : and participate  in  the customer focused  culture  of  our  organisation.   
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2.2.3 : We prioritise  customer focus  at all  levels of  our  organisation  and evaluate 
individual  and team commitment  through the performance  management  system.  

Applicant Self Assessment:  

New Evidence 
 

C227: Internal  Audit  Customer  Service  Centre  Audit  Assessor Acceptance: Yes 

The priority given to customer care is shown by the fact that Corporate Internal Audit Team have an annual 
audit programme that targets Audits of Service Delivery across the council to provide public assurance of 
standards. This is a recent example for Contact Centre. 

C242: Tiered  Approach to  Performance  Reporting  Assessor Acceptance: Yes 
 

The council has a Tiered Approach to Performance Reporting with Quarterly and Annual Reports to the Elected 
members through Committees and Area Committees and Via Policy Leads, then to Senior management 
Reports and Service and Team Operational Reports all have customer related elements. 

C243: Performance  and Career  Conversations  Assessor Acceptance: Yes 

The Council has a new continual assessment of employee performance and development called Performance 
and Career Conversations. For customer facing staff these determine the standards/deliverables to be 
achieved, a review of performance and L&D required to deliver what is being asked. An E(An)Tj
c 0.00C39u0 Tc 0 Tw 13T0.003 Tw 1.627 dF27.d  a
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2.2.4 : We can 
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2.2.5 : We value the contribution our  staff make to  delivering  customer  focused  services,  
and leaders,  managers  and staff  demonstrate these behaviours.  

Applicant Self Assessment: Strong 

New Evidence 
 

C244: Chief  Executive Commitment and Recognition  Assessor Acceptance: Yes 

The Chief Executive sets the tone for the whole organisation and her commitment to communities and 
customers is an example and one that she displays through recognition of staff and team achievements 
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3.1.2 : Where there  is a charge  for  services,  we tell  our  customers how  much they  will 
have to pay.  

Applicant Self Assessment: Strong 

New Evidence 
 

C221: Customer  Led Website Redesign  Assessor Acceptance: Yes 

Our customers told us they wanted clarity over Fees and Charges, so when we redesigned our website we set 
up a comprehensive section on Fees and Charges 
https://www.argyll-bute.gov.uk/my-council/council-fees-and-charges 

C249: Oban Pontoons  Case Study  Assessor Acceptance: Yes 

The Council recently built an in house application for booking and payment of boats berthing at the Oban 
Pontoons, including a sophisticated calculator of charges based on boat length and duration of stay. 

 

C250: Oban Airports  landing  Fees Case Study  Assessor Acceptance: Yes 

We recently built a landing Fees payment solution for Oban Airport that calculates the indemnity and landing 
charges based on aircraft size and stay. It is integrated to our 24/7 voice auto payment system so pilots are 
notified of charge by email and can pay wherever they have phone signal. 

3.1.2.1 : Where p ( )Tj
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3.2.2 : We take reasonable steps  to  make sure  our  customers have received  and 
understood  the information we provide.  

Applicant Self Assessment: Strong 

New Evidence 
 

C215: Customer  Engagement  Team Satisfaction  Monitoring  Assessor Acceptance: Yes 

The Customer Engagement Team is the corporate first point of contact across many channels so satisfaction 
is continually monitored across these and metrics including information quality and outcome quality . 

 

C219:   comep o i n t

 q u n . 7  ( f a ) i n g A s s e s s o r  Acceptance: Yes 

The   
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3.3 : Access  
 

3.3.1 : We make our  services easily accessible to  all  customers through  provision of   
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3.3.2 : We evaluate  how  customers  interact  with  the organisation  through access channels 
and we use this  information to  identify  possible  service improvements,  and offer  better  
choices  

Applicant Self Assessment: Strong 

New Evidence 
 

C221: Customer  Led Website Redesign  Assessor Acceptance: Yes 

In 2023 we launched a brand new Corporate Website whose design was driven by customer insight and 
customer testing of early versions. It had a complete review of content and 40Gb of old data was deleted . This 
paper summarises that. 

C259: CS Strategy  Consultation  and Outcomes  Report  P&R 2024 Assessor Acceptance: Yes 

The new Customer Service Strategy including the channel elements were subject to wide consultation. This 
report shows how that input greatly influenced the final Strategy and Action Plan of improvements - See 
Appendix 2 in particular. 

C260: RIS BPR Consultant  Review  Assessor Acceptance: Yes 

Council commissioned independent consultants to undertake an end to end review if Roads and Infrastructure 
Services, with Customer Relations a dedicated workstream. Appendix 1 Section 9 lists many service 
improvements approved by EDI Committee. 

3.3.2.1 : We evaluate  how  customers interact with  the organisation through  access  channels 

 

3.3.2.2 : and we use this  information  to identify  possible  service  improvements,   

 

3.3.2.3 : and offer better  choices  
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3.3.3 : We ensure  that  where  customers can visit  our  premises in  person facilities  are as 
clean  and comfortable  as possible.  

Applicant Self Assessment: Strong 

New Evidence 
 

C231: Excellent  Face to Face Service  Assessor Acceptance: Yes 

Argyll and Bute has 11 Service Points for Face to Face Customers and we continually survey customers on all 
aspects of their     
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http://www.nhshighland.scot.nhs.uk/about/argyll-and-bute-health-and-social-care-partnership/
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3.4.3 : We interact  within  wider  communities  and we can demonstrate  the ways in  which  we 
support  those  communities. 

Applicant Self Assessment: Strong 

New Evidence 
 

C267: Supporting  Community  Councils  Assessor Acceptance: Yes 

Community which

http://www.argyll-bute.gov.uk/my-community/grants-and-funding
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4: Delivery  
 

4.1 : Delivery standards  
 

4.1.1 : We have challenging  standards  for  our  main  services,  which  take account  of  our 
responsibility for  delivering  national  and statutory standards  and targets.  

Applicant Self Assessment: Satisfactory 

New Evidence 
 

C240: Annual  Complaints  Report  Assessor Acceptance: Yes 

There are National targets for timeliness of response to complaints set by SPSO and P15-16 of this report 
show reporting against that, whilst the wider report shows quality of responses and the low % that go to 
SPSO. 

C270: Corporate  Outcome  Indicators  Assessor Acceptance: Yes 

The council delivers a range of Services to national and ABOIP related targets, this shows the quarterly reports 
of performance for each Dept that relate to those ABOIP targets. 

 

C271: ABC Education  Strateguc  Plan and Impact  Report  2020-24 Assessor Acceptance: Yes 

Parents and Pupils are a large cohort of council customers and this reports details the array of literact, 
attainment and pass rate targets set in the Education sphere. Many linked to national targets. 

4.1.1.1 : We have challenging  standards  for  our  main  services,  

 

4.1.1.2 : which  take account  of  our  responsibility  for  delivering  national  and statutory  standards  and 
targets.  
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4.2.2 : We can demonstrate  that  we deliver  the service we promised  to individual  
customers  and that  outcomes  are positive for  the majority  of  our  customers.  

Applicant Self Assessment: Strong 

New Evidence 
 

C270: Corporate  Outcome  Indicators  Assessor Acceptance: Yes 

The council delivers a range of Services to national and ABOIP related targets, th quarterly reports of 
performance for each Dept show mostly positive performance. C240 Complaints report shows how few 
complaints are made for thesc 0 Tw ( )Tj
/TT0 1 Tf
-0.003 Tc 1 Tf
Tw 1.167 0 Td
( )Tj
/TT0 1 Tf (ai)-1 (nt)-5 ((t)-5 (nt)-)-55.003 [(t)-TJ
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 )T th
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4.2.4 : We have developed  and learned  from  best  practice identified  within  and outside  
our organisation,  and we publish  our  examples externally where appropriate.  

Applicant Self Assessment: Strong 

New Evidence 
 

C257: Audit  Scotland  Tackling  Digital Exclusion  Assessor Acceptance: Yes 
 

The council worked with Audit Scotland on their recent Report on Digital Exclusion and was commended for its 
alternative channels (see Paras 78-79) for digital strugglers. 

C279: Data Strategy  and Action  Plan 2024-28 Assessor Acceptance: Yes 

Following an assessment using Scottish Government�s Data Maturity programme we developed This new Data 
Strategy and published a case study in a Scotgov Report using data in the Care Sector. 

 

C280: Award  Winning  Council  Assessor Acceptance: Yes 

The Council enters for and wins numerous Awards and all winning entries are published so others can learn 
from them e.g. our COSLA winning Drone Service in Education 
https://www.cosla.gov.uk/excellence-awards/our-previous-winners 

4.2.4.1 : We have developed  and

http://www.cosla.gov.uk/excellence-awards/our-previous-winners
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4.3.2 : We have an easy to  use complaints procedure,  which  includes a commitment to  
deal  with  problems  fully and solve  them  wherever  possible within  a reasonable  time limit.  

Applicant Self Assessment: Strong 

New Evidence 
 

C265: 
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4.3.3 : We give staff  training  and guidance  to handle  complaints and to investigate them  
objectively,  and we can demonstrate  that  we empower  staff  to  put  things  right.  

Applicant Self Assessment: Strong 

New Evidence 
 

C234: Customer  Complaints  Management  L&D Assessor Acceptance: Yes 

The council takes a Corporate Approach to Complaints 
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4.3.5 : We regularly review  and improve  our  complaints  procedure,  taking  account  of  the 
views of  customers,  complainants and staff.  

Applicant Self Assessment: Strong 

New Evidence 
 

C240: Annual  Complaints  Report  Assessor Acceptance: Yes 

Page 17 and 18 of the report shows the outcome of complaints satisfaction Survey and page 22 the complaints 
themes thatare analysed and used to improve the service and discuss at Local Authority Complaints Handlers 
Network (LACHN). 

C284: Child  Friendly  Complaints  Procedure  Assessor Acceptance: Yes 

Complaints law was recently extended to apply to Children following UNCRC being adopted in Scotland. So we 
had to review and update whole complaints procedure and supporting system with input from handlers, 
co-ordinators and managers. (Also C265 and 281) 

C285: Corporate  Complaints  Survey  and Analysis Assessor  and
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5: Timeliness and Quality  of  Service  
 

5.1 : Standards  for  Timeliness  and Quality  
 

5.1.1 : We set  appropriate  and measurable  standards  for  the timeliness of  response  for  all  
forms  of  customer contact  including  phone  calls,  letters,  e-communications and personal  
callers.  

Applicant Self Assessment: Strong 

New Evidence 
 

C255: Customer  Service  Charter 2024 Assessor Acceptance: Yes 
 

Pledge 1 of new Charter is: We will provide a responsive service to requests and enquiries, seeking to minimise 
bureacracy and telling customers our timescales based 
on the complexity of the service being provided. 

 

C282: Member Zone Update  Report  2022-24 Assessor Acceptance: Yes 

Enquiries raised by elected members have a strict 5 day initial response and 20 day full/complex response 
timescales that are reported on to Snr Mgt and Members. The first 2 years of timeliness and quality outcomes 
are in this report. 

C287: Customer  





http://www.argyll-bute.gov.uk/my-council/plans-and-policy/customer-service-charter-and-strategy
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5.2.5 : We respond  to  initial  enquiries promptly,  if  there  is  a delay we advise the customer 
and take action  to  rectify the problem.  

Applicant Self Assessment: Strong 

New Evidence 
 

C207: Keep in the Loop  Notification  Service  Assessor Acceptance: Yes 

This service is a powerful, pro-active means notify specific customers or segments of customers when thee are 
delays or disruptions affecting their enquiries and work in tandem with our disruption notification systems on 
website and voice services. 

C292: Netcall  Emergency  IVR Procedure  Assessor Acceptance: Yes 

The CSC’s Call Distribution Service  
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5.3.2 : We are meeting  our  current standards  for  timeliness and quality of  customer  
service and we publicise our performance  against  these standards.  

Applicant Self Assessment: Strong 

New Evidence 
 

C272: Corporate  Annual  Report  2022-23 Assessor Acceptance: Yes 

All key ABOIP and Corporate Outcome indicators are monitored and reported through Our Annual Report which 
is published on our website and widely publicised. In 2022-23 39 out of 47 indicators were on track. 

 

C276: LGBF Benchmarking  Outcomes  2020-23 Assessor Acceptance: Yes 

Local Government Benchmarking Scheme looks at many Cost, Performance and Satisfaction Indicators 
across all council activities and last report 64% of Argyll and Bute Indicators have improved or stayed same + 
on Performance Specific Indicators 49 out of 70 have improved, better than most councils. 

C277: SOCITM Benchmarking  2022 Outcome  Report  Assessor Acceptance: Yes 

The council uses the national Socitm ICT benchmark service every other year. The 2022 report showed 
performance efficiency increased 27.45% across 12 metrics (para 3.5) and satisfaction levels rise from 5.35 to 
5.9 para 3.6. 

5.3.2.1 : We are meeting  our  current  standards for  timeliness  

 
 

 
5.3.2.2 : and quality  of  customer  service  

 

 

5.3.2.3 : and we publicise  our  performance  against  these  standards.  
 
 




