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Summary 
This report details the continued achievement of the Customer Services organisation in 
retaining the externally assessed Customer Service Excellence Standard.  This is 
currently the only externally assessed Customer Service standard recognised and 
supported by the UK Cabinet Office. 
 
 
1. Background 
1.1 The Highland Council Customer Services organisation has been externally 

assessed under the Charter Mark Standard since 1999 when it was first 
achieved. This standard covered all the customer services joint offices 
including libraries, registration and VisitScotland premises where joint 
partnerships operated. This standard was only awarded when an 
organisation could demonstrate to the Cabinet Office that the organisation 
was “producing a first class customer service”. The Charter Mark Standard 
was replaced in 2010 by Customer Service Excellence, which the Council 
attained in 2010 and is externally assessed on an annual basis 
 

1.2 The in-depth assessment covers all aspects of the Customer Services 
organisation including Service Points, Service Centre, Registration service 
and the provision of partnership services to external customers such as the 
Identity and Passport Service. 
 

2 Customer Service Excellence (CSE) 
2.1 The standard places emphasis on customers and the customer journey to 

ensure complete customer satisfaction from beginning to end of contact with 
the Council. It is externally assessed over a five day period and is a 
challenging and difficult standard to achieve.  All criteria awarded must be 
evidence based and must show continuous improvement.  The five main 
criteria where the organisation must provide evidence are in the following 
areas: 
 

 1. Customer Insight 
2. The Culture of the Organisation 
3. Information and Access 
4. Customer Service Delivery 
5 Timeliness and Quality of Service 
 



 
 

2.2 Each criteria is further subdivided and there are a total of 121 criteia that 
must be achieved before the award of the standard. Each criteria is subject 
to evidenced based examination by an independent assessor appointed by 
the Assessment Service. The assessor also visits 15 Customer Service 
Offices during the course of the assessment, a record is kept of visits so that 
during each annual assesment different sites are visited. 
 

2.3 The standard is awarded for three years, with independent assessments 
then taking place on an annual basis to ensure the required customer 
service standards are being maintained. The annual assessments will focus 
in on key criteria where further evidence is required or areas for 
improvement have been identified. 
 

2.4 A highlight report is attached at Appendix A and the full report can be found 
on the Council’s website.  The overall summary of the report states   
 
The Service Point Network operates across the whole of Highland Region in 
35 locations. Each office acts as the first point of contact for customers 
wishing to access services from the council. The Call Centre is also part of 
the Network and provides valuable telephony access for the public. 
Managers and staff take immense pride in operating the service and despite 
considerable financial constraints have maintained a high level of customer 
service delivery. Considerable partnership working has been developed for 
the benefit of customers and arrangements are tailored to suit the needs of 
local communities and customer groups. The transition from Charter Mark to 
Customer Service Excellence has been a challenging journey, but all 
involved have demonstrated a huge commitment and they are to be 
congratulated on this achievement. 
 
Overall a job very well done and all managers and staff should take pride in 
their achievement. Delivering a constant service over such a large 
geographical area is impressive. Partnership working is exceptional with staff 
and partners taking ownership and customer service delivery seriously. All 
Service Points visited were found to be very tidy and presentation of material 
was first class. Although each location was different there was a corporate 
feel about the Service Points. 
 
Overall this organisation has demonstrated a commitment to continuously 
improve customer service delivery. Challenges with fewer resources, 
changes in working relationships with partners, such as Police Scotland have 
not deterred progress in improving customer journeys. Service Points, 
including the Service Centre are in the main the first point of contact for 
Highland Council and all staff and managers should take great pride in the 
high level of service they deliver. A great deal of attention is being applied to 
improving the quality of service delivery. All elements in the Standard are 
considered to be fully met and the retention of CSE accreditation is well 
deserved. 
 



 
 

2.5 The assesor also commented that although the organisation was undergoing 
a period of change, outcomes to customers were being maintained and in 
some cases improved. Again the staff were commended for their focus and 
dedication on delivering a high level of service to customers. 
 

2.6 
 
 
 
 
 
3. 
3.1 

The Customer Service Team are therefore delighted to have achieved the 
standard set by the Cabinet Office, to follow on from their successful 
retention of the Charter Mark since 1999. This is the only external Cabinet 
Office Customer Service Standard awarded to any service in the Highland 
Council, and an acheiveement that the team are very proud of. 
 
Implications 
Legal/Risk/Resources/Finance/Equalities/Climate change - there are no 
implications arising from this report. 

  
  
  
 
4.    Recommendation 
 

i. Members are asked to note the outcomes from the assesment and the successful 
achievement and improvement against the criteria of the Customer Service 
Excellence standard. 
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