COMMUNICATION ACTION PLAN 2011 

This action plan has been developed against the areas of communication highlighted in our 2009 internal communication strategy.

The outputs and targets are DARTT centred (Direct, Accurate, Relevant, Timely and Targeted) promote employee engagement, a customer focused environment through performance measured and satisfaction results.

Communication  is both internal among our staff and partners in service delivery and external to our segmented customer groupings. It can also be either written or spoken.

	TARGETS AND ACTIONS
	REVIEW/ACTION DATE

	RECEPTION: FIRST POINT OF CUSTOMER CONTACT
	

	· Customer Care training/review for all front of house staff

· Update of maintenance of performance documentation showing service outputs

· 10 Minute maximum response time for customer to discuss technical query with operational query

· Promote use of interview room for customer privacy

· Reception staff to have an understanding of facilities and arrangements for dealing with customer with disabilities e.g. Big word, Induction Loop, Literacy difficulties

· Customer to be given access to staff member with appropriate knowledge to answer query


	Jan/Feb 2011
Monthly 2011
Quarterly Review 2011
Ongoing 2011
Jan/Feb 2011
Quarterly Review

	TELEPHONE/E-MAIL CONTACT
	

	· Customer phone call to be answered within 8-10 rings

· All staff to be given Customer Care training in line with Organisational Policy

· All staff to understand capabilities of existing phone system e.g. call forward, call transfer via refresher training

· All staff are to be aware of the Corporate Policy for dealing with abusive phone calls

· Operational staff are to undertake duties or arrange cover for the Technical Helpline Rota

· All staff to be given refresher training on The Data Protection Act and the Protection of Personal Customer Information


	Monthly

March/April 2011
April 2011
June 2011
Daily/monthly

June 2011

	· All staff must adhere to the IT Policy when using E-mail either internally or externally. Refresher training is to be programmed

· Administration Team are to acknowledge external customer e-mails on the day of receipt and pass on to the appropriate officer

· Operational Surveyors are to respond to an external e-mail query within 5 working days.

· All staff must endeavour to open work related e-mails on the day of receipt

· Staff are to promote to customers that e-mail is the preferred, although not the only, method of communication for Lisburn Building Control for application based services
	May 2011
Quarterly Review

Daily 2011



	WRITTEN COMMUNICATION
	

	· All letters are to be checked for accuracy and ease of understanding by Administration Officer/Surveyor or Manager and reply issued within 5 working days

· All written requests for information falling under the Freedom of Information Act is to be provided to the Applicant within 20 days of its receipt.

· Refresher training is to be provide for staff responsibilities under the Freedom of Information Act

· All staff are to be aware of the need to provide written technical information in a clear and concise manner. Staff are to avail of service aids such a Plain English Booklet, Spell Check and Standard Phrase/letters

· Staff are to comply with the Service Level Agreements for application receipt, plan assessment, letter turnaround times, property certificate responses to conveyancing, solicitors and applications for renewal of Petroleum Licences

· Operational surveyors are to maintain accurate and timely contemporaneous note entries from site inspection. Notes must be informative, easily read, accompanied by explanatory diagrams or photographs and followed up, where appropriate, with a letter to the applicant and agent for any necessary action

(Training session proposed early February 2010)
	Daily 2011
Monthly Review 2011
May 2011
Daily 2011
Monthly Review 2011
Ongoing throughout 2011

	
	

	SITE INSPECTIONS
	

	· Honour all requests for inspection same day if requested before 10.00am that day

· Advise applicant/agent of, any Building Control issue which must be attended to, the next Statutory inspection that is required, the actions which will be taken for non-compliance/rights of appeal

· Apply a consistent application of the Building Regulations as discussed with managers or agreed via Technical Review Meetings


	Daily Review

Daily process

Monthly Review 

	COMPLIMENTS, COMPLAINTS & IMPROVEMENTS
	

	· Ensure that all staff understand and apply the requirements of the Corporate Incident Reporting Scheme. Refresher Training proposed early 2010

· Report and discuss complaints and compliments as a standing agenda item at the monthly SMT meeting

· Report and discuss improvement suggestions from customers and staff as a standing item at the monthly SMT meeting

· Review service audits, questionnaires, mystery shopping reports etc. and devise improvement plans for quarterly review

· Report performance against targets set in Departmental Improvement Plans and targets set in Service Business Plan
	Jan/Feb 2011
Monthly Review 2011
Monthly Review

2011
Quarterly Review

2011
Quarterly Review

2011


	INTERNAL COMMUNICATIONS
	

	· Senior Management Team meetings are to be held on a monthly basis to provide a strategic direction for the Building control Unit, report unit performance, discuss areas for improvement, identify any dips in performance and why and any issue of personnel management

· The minutes of the SMT meeting are to be prepared by the following Monday and a staff Team Debrief is to be conducted by the line management feeding back the decisions and direction taken at the SMT meeting

· Interim manager meetings are to be held bi-weekly between monthly SMT meetings to review actions and performance

· Technical review meetings are to be held on a monthly basis to discuss regulatory issues and consistency of application on site.

· Help line Rota surveyors are to feed technical issued raised by customers into TRM meetings & note these areas on TRM notice board
· Unit meetings are to be held on an ad hoc basis as determined by line manager or at suggestion of team member to discuss issues of service delivery or personnel

· Training programme is to be co-ordinated by the Business Development Team in co-ordination with training needs analysis, Corporate HR Unit, The South Eastern Group Training Programme and the BCNI Training & Communication Panel Programme

 
	Monthly 2011
Monthly 2011
Bi-weekly 2011
Monthly 2010

Monthly 2011
As required 2011
Monthly 2011

	CUSTOMER COMMUNICATION
	

	· Our communication strategy identifies that the opportunities to consult with our customers should be varied to take into consideration how best we can engage with them

The following engagement techniques are to be considered for encouraging effective and reliable feedback

· Stakeholder Forums

· Awareness Clinics

· Customer Questionnaires

· Via Written Format by post

· Phone Survey

· Face to Face

· Third Party/Professional Body

·    Mystery Shopper Exercise

·    Rotation of Awareness Seminar location

·    Rotation of Customer Group Seminars

·    Development of Resource CD Rom

·    Review and update of information leaflets to     

              reflect changing legislation

·    Publication of articles in Local Press

· Construction Journals

· City Wide

·    Articles posted on service Web-site


	Annually

Bi-Annually

Yearly

Annually

February 2011
As Necessary

4 articles in 2011
Quarterly 2011


