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Scottish Toolkit Local Community Meeting

Wednesday, 24 June 2009

Venue: Tolbooth Stirling
www.stirling.gov.uk/tolbooth
Jail Wynd, Stirling, FK8 1DE, UK
	09.30
	Registration, Tea & Coffee



	10.00
	Welcome and introductions
· what the day will cover
· sustaining controlled lists
· establishing a governance structure in Scotland

	10.30
	Building on National Standards – Hilary Horton, Improvement Service
Local authorities in Scotland are deriving benefit by ensuring there is commonality between their website and CRM system. Hilary will describe the benefits of this joined up approach and the advantage it brings to councils, staff and customers. 


	11:00
	Using National Information Management Standards to help achieve improved customer outcomes – Neil Allan, West Lothian Council
Two years on since West Lothian Council integrated the A-Z outputs to their website, Neil Allan will share his experiences of engaging in this project, cover the lessons learned, and detail the future plans for further integration of controlled lists to the Lagan CRM system.


	11.30
	Tea and Coffee


	11.45
	Professionalising Customer Services in Scottish Local Government – Bill Pearson, Improvement Service

The launch of Scottish Local Government’s nationally-recognised, SQA-certificated Customer Service Professional Qualifications is gathering momentum.  Bill will provide an update on the Qualifications and advantages to be gained by Councils, staff and customers from improving the knowledge, interpersonal and attitudinal skills of staff delivering customer services. 


	12.00 
	Streamlining Service Delivery – Cameron Walker, Improvement Service
There are many technical aspects to consider when developing a national portal. Cameron will provide the rationale behind the infrastructure and detail the approaches being taken to deliver a joined up service.


	12.15
	Lunch


	13:00
	Developing National Standards for Customer Satisfaction Measurement – Martin Brown, Improvement Service 
An ‘outcomes-focused’ approach to public service delivery at a national level is seeing a shift from the traditional measurement of inputs and outputs to a clear focus upon the achievement of outcomes.  Customer satisfaction measurement is a key indicator of performance and Martin will share progress on the development of the new standard and will outline the future plans including piloting.


	13.30
	Evidencing Savings in Challenging Financial Times

Public sector expenditure is due to be squeezed and Councils are under increasing pressure to make efficiency savings whilst continuing to deliver the same level of service to their customers. Calculating savings can present challenges; Cost Architecture provides a route to evidencing savings. Plans for a pilot project being considered in Scotland will be shared.


	14.00
	Coffee and networking


	14.20
	Taking esd-toolkit forward – tailoring to ongoing priorities for Scottish local government

Transforming customer outcomes through: 
· better understanding 
· empowerment of staff and customers
· capacity building and working together
Optimising standards in supporting a joined up approach

Improving effective service delivery: 
· balancing equality and efficiency 
· providing evidence - demonstrating progress - informing change

	14:50
	Interactive session – getting involved

· Agreeing priorities
· Governance

· Interests - actions – plan

	15.30
	Close
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