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	Commitment
	Specific Action
	Date
	Progress Achieved

(a no should be indicated where the deadline has passed without the action being achieved)
	If not achieved or did not meet commitment date please provide further details
	Impact

	Customer Service*
	
	
	
	
	

	All CEBs will be required to commit publically to service standards for their customers by publishing a charter of service standards and report on performance against these standards in their annual reports.
	Publish a Customer Charter and introduce and operate a new Formal Complaints Procedure  

Report on performance against Charter commitments in Annual Reports

OTHER ACTIVITIES: Official Languages Act

Client Satisfaction and Programme Evaluation

Client Surveys

	
	Dun Laoghaire Rathdown’s updated Customer Charter has been in place since July 2002, and is displayed within the offices of the Board. A Formal Complaints Procedure is incorporated in the Customer Care Charter.
A report on performance against the charter commitments is included in the Annual Report for Dun Laoghaire Rathdown.
The Board has adhered to the provisions of the Act and produces the Annual Report in bi-lingual format (i.e. English and Irish).

The Board continues to evaluate and monitor Measure 2 Support Programmes, to ensure client satisfaction. Feedback from clients is received at the end of each Measure 2 support session, and on completion of each programme. In the case of training programmes, and in addition to written evaluations, each participant is personally contacted on completion of the programme to ascertain their overall level of satisfaction. The Board plans to commission independent research at Year End specifically to evaluate its Start Your Own Business courses held throughout 2005. The Board is a sponsor of PLATO Dublin.
The Board surveys its clients on a regular basis. The feedback is used to assist in the design and delivery of training programmes and other interventions, thus ensuring relevant and responsive delivery of ‘soft-supports.’
	In place.

In place.

In place.

In place.

In place.


	No Complaints received to date this year.
All Training Interventions are deemed by participants to be either ‘Very Good’ or ‘Excellent.’ 

	Efficient Use of Resources**
	
	
	
	
	

	All CEBs will ensure the efficient use of resources by co-operating fully with the modernisation and change required to ensure that maximum value is achieved from all public expenditure in terms of defined outputs and outcomes.
	Develop initial management reports, facilitating decision making and resource allocation and develop performance indicators
Establish CEB performance indicators to be incorporated into management reports
	
	The CEO presents Management Reports to the Board at their monthly Meetings. The Report outlines progress achieved on projects and programmes approved under Measures 1 & 2. Key issues raised are discussed to help facilitate better decision-making and allocation of scarce resources. A progress update on targets set for each is included in the Monthly Management Report. 

The CEO reports to Board on performance on a monthly basis and details are included in the Monthly Management Report. In addition, costs for training and other support programmes are monitored closely to achieve the best possible outcome for the Board.

At the beginning of 2004, the Board has also established an Internal Audit Committee to oversee the System of Internal Financial Control, including the efficient use of resources. The Internal Audit Committee meets on a quarterly basis and reports directly to Board.
	In place.

In place.

In place.
	The Board is on course to achieve the targets set by year end.
The Board is achieving better ‘value-for-money’ in the delivery of training interventions. 

	Business Planning**
	
	
	
	
	

	Create and maintain a specific business plan to include financial projections for the year ahead
	Draft an annual business plan and financial projections, which should include budgets, cash flow projections and funding 


	Annually
	Upon receipt of annual budget allocations, staff prepare an annual operational plan (adapted from the strategic objectives as set out in the Enterprise Action Plan 2000-2006 and prioritising initiatives and programmes to take account of the available financial resources), for Board approval. This includes financial forecasts under all budget headings – Administration and Measures 1 and 2. The annual plan is then reviewed at each Board Meeting, as well as internally by the CEO and ACEO on a very regular basis.
	In place.


	The Board are more informed and actively engaged in Programme delivery.

	Annual Performance targets**
	
	
	
	
	

	Where not already in place, CEBs will introduce appropriate Annual Performance Targets to support implementation of the Business Plan
	Establish annual performance targets for the Board.  Performance will be evaluated against these targets
	Annually
	Staff make recommendations for Board approval upon the targets which are presented for Board approval. A progress update and review of performance on attainment of same is included as part of the Management Report at each Board Meeting thereafter. Key issues arising are discussed at Board and Staff Meetings and appropriate action taken as necessary to ensure that all targets are met and where possible exceeded. Presentations on M2 activities are regularly made to Board.

	In place.

	The Board are more informed and actively engaged in CEB Performance.

	Performance Management**
	
	
	
	
	

	CEBs will introduce performance management systems for all grades within their organisation
	Design and agree a role profile for each employee setting out the key result areas and the objectives/standards required
	Annually 
	Staff Profiles along with a detailed schedule of staff responsibilities, outlining the specific role of staff in each of their key duties is in place. These profiles form an integral part of the Employee Handbook within the Board’s Performance Management System.  These roles are reviewed with Staff twice yearly as an integral part of the Board’s Performance Management System – each member of Staff meets with the CEO to review the preceding period, and appraisal is carried out at this stage and Staff are invited to participate fully in these reviews.
The Board conducts an annual review of its Strategic Plan to take account of factors such as: actual performance in the preceding year (on-going performance is measured against the targets set against each of the performance indicators); evaluation of the effectiveness and relevance of Board actions and programmes; and the priorities set in the context of its annual budget allocations from the Dept. Effectively, this constitutes a mid-term review as monitoring is on-going
	In place. 
In place.


	All staff are clear of their role and responsibilities and what is expected from them and have an opportunity to contribute fully to the organisation. Productivity has increased since the introduction of the Staff appraisal system in January 2002
The Board is achieving more efficient and effective utilisation of resources.

	Human Resource Training and Development Plan*
	
	
	
	
	

	CEBs are committed to continued training and development for all staff

	Development of a training plan to provide targeted training and development.
Utilise the performance management systems to help staff identify training needs.
The training plan should relate directly to the Business Plan and should address all categories of employees
	Annually 
	Training and development plans have been agreed with each member of staff, and are prepared as part of the formal annual staff appraisal process. These plans are reviewed regularly (which effectively constitutes a mid-term review). At least one member of staff has the opportunity of being included as a participant upon all new Measure 2 programmes organised and delivered by the Board. All employees are actively encouraged to identify areas of training which they believe would contribute to their being better prepared to carry out their responsibilities.
As part of their twice-yearly appraisals, Staff are specifically asked to identify areas in which they would like further training and development. These needs, once identified, are identified and addressed. The ACEO is the organisation’s dedicated, and qualified, Training Manager and discusses training needs with staff on a regular basis, as well as bringing relevant opportunities to their attention as appropriate.
The CEO ensures that all staff are highly motivated and challenged in their work. Guidance, coaching and support is provided to staff to adapt to changes in their respective roles. Staff are kept up to date with all CEB related activity. Constructive feedback is given to staff on an on-going basis. The twice-yearly appraisals includes review of role profiles to take account of strategic changes in the role and remit of the Board.
	On-going subject to available funding
On-going subject to available funding
	Staff are better informed and equipped to process client enquiries and have enhanced their own personal capabilities.
Staff have been able to develop their skills in areas of particular interest which in turn enhances the organisation’s ability to offer a more efficient service to clients

	Annual Review Mechanism**
	
	
	
	
	

	CEBs will introduce an Annual Review Mechanism for all employees

	CEBs must introduce individualised feedback on a one to one basis for all employees
	Bi-Annually
	A formal staff appraisal process is in place. Feedback is conducted by the CEO and the ACEO and is given to staff on a one to one basis. The purpose of the appraisal process is to: monitor current performance, improve future performance, maintain standards, assess potential, develop individual’s training needs and to set and agree targets for the next six months.
	In place.


	

	New  Tech. & eGovernment**
	
	
	
	
	

	Where necessary CEBs should undertake systems analyses and/or Business Process Reviews to identify changes on work practices required to ensure that the benefits of new technology systems are maximised
	Implement any changes in processes and/or work practices identified by Business Reviews where appropriate
Continuous improvement of CEBs website

Continue to provide targeted training and development addressing the development and business needs of individuals and groups of staff, utilising e-learning systems where possible
	Q4 2003 – 2005


	The Board regularly reviews work practices at Management Review Meetings. The Board also undergoes quarterly audits of its business processes which result in detailed surveillance reports from an independent auditor, highlighting preventative and corrective actions that need to be taken to address issues that arise (as appropriate).
The Board has drafted and implemented an ‘Internet & E-Mail’ Policy for staff to prevent inappropriate and/or improper use of technology.
The Board staff make full use of electronic communication via E-Mail both internally and externally as appropriate. Furthermore, all files, documents, appointments, meetings and key tasks are entered on the shared network.

The CEB web-site is updated on a current and on-going basis. The site is updated at least once a week and the Business Advisor acts as a dedicated Website Manager. All client surveys are carried out on line. The website has been fully up-dated to reflect the new branding for County & City Enterprise Boards.
The Board will also investigate the introduction and use of e-learning systems for staff/clients where possible/appropriate. The Board continually updates and adapts its range of core enterprise training and supports to ensure that they are customised to meet the development and business needs of client businesses. The Board is actively involved in looking at the introduction and use of e-learning systems. 
	In place.

In place.

In place.

On-going.
	Provides an independent and critical review.

Better and more streamlined communication.
Greater level of communication with clients in a cost effective and timely manner

	Performance Management 
	
	
	
	
	

	CEBs agree to input all data, as specified in Departmental circular 14/2002 at both project and county level in a continuous and timely manner
	Previous months data must be inputted by the CEBs on CEB-PMS on or by the last day of every working month
	Monthly
	All necessary data in respect of Project & Enterprise Supports projects and programmes is input on the CEB-PMS system on an on-going basis as appropriate.
	Operational
	Less manual reporting.

	Equality**
	
	
	
	
	

	CEBs agree to continue to work to promote equality of opportunity for all staff
	Continue to promote existing diversity and gender equality policies
	On-going
	The Board always takes cognisance of gender quality issues in the organisation and delivery of CEB projects and programmes. The Board has a formal Diversity Policy in place.
	In place.
	Strong female take-up on all CEB Programmes and very active Enterprising Women networking group

	Partnership**
	
	
	
	
	

	The CEBs are committed to building upon the structures that have already been established in order to deliver real improvements in performance at organizational and national level
	Working through the CEO Executive Committee and the various CEO Sub-Committees the CEBs will continue to promote internal and national dialogue and continue to consult with staff on key issues in the process of change and improvement
	On-going


	All issues raised and/or agreed at CEO Association Meetings are raised at Staff Meetings and addressed and/or implemented as appropriate. Minutes of CEO Association Meetings are also circulated to all staff as appropriate, so that they are fully appraised of the key issues being pursued.
	In place.
	

	Recruitment**
	
	
	
	
	

	All CEBs will continue their commitment to open transparent recruitment
	All posts should be advertised and a short list of applicants, based on agreed selection criteria should be compiled
An interview panel of at least three persons should be appointed

Appointments and salary scale should be endorsed by each Board and be in line with Department guidelines and Government pay policy
	On-going
	In place.

In place

In place
	This procedure is adhered to
This procedure is adhered to

This procedure is adhered to
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DATE: _____________


   CHAIRMAN






    CHIEF EXECUTIVE
*    New Requirement

* * Ongoing but now being put on a more formal and systematic basis


