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RAISING THE

SETTING STANDARDS OF

A CHARTER FOR

The NHS reforms

The aims of the Citizen's Charter lie
al the heart of the NAS reforms.
‘T'hey provide for a wider choice for
paticnts, improved responsiveness
to their needs and speafic standards
for patient services. Health
authorities must scek local cidzens'
views on their services.

STANDARD

SERVICE

We will build on the NHS reforms
fawer this year by publishing charters
in England, Scotdand and Wales.
These will spell out what the NHS
shanld provide 1o meet people's
necds. The national charters will

set o patienis’ rights 10 expect:

* pood quality care;

» ciear information about the
options availabte for their care
Or treatment and continuing
information about how each
cas¢ is developing;

= involvement, as faras is
practical, in their own carc and
treatment;

+ choice of GP. including thc
opportunity to change easily;

» control, with a right © gmve or
withhiold consent to medical
treatment;

+ freedom, with a right 1o decide
whether or not 1o participatc in
medical research and student
training;

» respedt a all dines for privacy,
dignity, religions and cultural
eliels;

» consideration for relatives and
friends visiting or enquiring after
patients;

« ahility 10 comment on the care
they have received, and 10 make
a formal complaint when they
wish:

* access, with saleguards, (o
information held about them;

* satisfacvon il these standards
are not achieved.




RAISING tTHE

Yelling the public more
— the local charters

At local level, and consistent with
these national frameworks, health
authorities will produce chaners
specifie to their own services, Each
heaith authority's charter will set ot
the main standards of service i has
negotiated in iis agreements with
hospitals and others. These will be
local documents which wilt inform
people about what they can expect.
They will be widely availabie, and
displayed prominenty tn hospitals
and other health premises so that
people know what they are entiled
10, the service targets ser, and what
has been achieved.

Hospitals will be expected to ser out
for patients the siandards of setvice
they offer. This information should
be readily available to zll patients
before and during their visit 1o the
hospital, and to patients’ Gunilics
who wish to visil them on the
wards.

Local circumstances vary. It would
not be sensible to set cenually
national standards that every health
authority would be compellied

to adopt.

Local initiative must be supported
not stifled. As part, of the Citizen’s
Charter programme, the NHS
Management Exccutive will set owm
the main arcas in which Jocal
standards of service must be set,
monitored and published on a
consisient national hasis. Further
details, including the list of
indicators to be published,

will be included in national charters,

STANDALRD

The Government'’s heaith
reforms put people first.

The Citizen’s Charver will
reinforce this. 1t will mean:

» publication of national and
locdl charters providing maech
mare information for the

* comprative information on
the performance of bealth

s pectfic and timed
appoiraments for alf os-
patients

* mgximurm wading time for
frealments whbin the NHS.

Standards

In fuwsre, district health awhorities (Health Boards in Scotland) will set standards
for service in their contracts with hospitals. They will publish targets for how long
their residents will have 1o wail for admission for treatment.

‘Thesc targeis may well vary betwoen distriers and berween specialties. But this will
be publishcd mformation and all authorites will wan 1o be able to come up o the

standards of the best.

Hbspiml out-patients’ appoiatments

W' sill require standards to bé set and published fm'bosplt.al oul-paticnt
appoinoments. The praxiownm tme patients should aomally hiave to wait will be
d:splaycdforechmc.msccmhusp;ml waiting rooms. Patients who have (o
val lopger will be wold wivy, Iri order to deliver this, all hospitdls will need proper
appoiniment systems for patients, The practice of calling large numbers of
patients for appointments at the same fime will end.




EAISING THTEE

Primary health care — ensuring
GPs give good service to all
patients

Under the health reforms, new GP
conirzcs have been inuoduced.
"Thesc make more specilic the
services that GPs are required to
provide:

« 3 full time GP must be available
for at least 26 houss a week at
Humes convement 10 patients;

* free health checks must be
offered 1o all new patients;

« similar checks must be offered to
anyone who has not attended for

three years;

= pensioners over 75 will receive
annual health checks if they want
them,

Better information and more
cheice in primary care

The public should be given clear
information abourt the precise
services offered by each GP practice
in order to help them choosce 2 GP.
These include important services for
women such as well-women dinics
and cervical cancer screcning. All
GPs must now produce eaflets on
their practices and the fadlives
available. Such leaflets should be
available in the surgery and also
ourside it on request. Changing
dovtors is now easier, too: the
patient simply goes te a new doctor
of their choice and asks to be
registered. Informaton wilt be
readily availabie telling pagents
how to change doctors.

Dentists’ patients are entitled (o
clear information as well. All
patients are now entitled to a
reamment plan setng out whit is
proposexd.

STANDARD




A CHARTER FOR

PARENTS

‘The (Government’s school reforms

have had three key purposes:

» to raise standards in education
for all pupils;

= to promote parental influence
and choice and widen
accountability;

= 10 achieve better use of
resourees for pupils,

The Citizen’s Charter reinforees
these principles and camries them
funtier. t will mean

« schoel reports on the progress
of all pupils, at feast annually;

= clear publication of results
achieved in schools;

» easier comparison of resnlts
berween schools;

+ regutar and independent
inspexction of all schools with
1he results reported Lo parents;

= more information (© parents
to help them to exercise the
choice that the education
reforms have given them.

We believe that all parents are
eatitled to expect full information
about their ¢hildren's education in
rerms of the curriculum,

achievements, and management of

schools.

RAISING THE STANWLARD

Reforms already in piace give parents:

* anational curriculum for thei children that sets clear obfectives backed by
national tests shouang what eack individual child is achicving;

o fulier vepresentation on the goverming bodies of scbools;

v the right to propose to runt thelr vum school, through grant maintaimed status,
and a grecier say, through local managemnent, in bowall sthools are run. More
of the mandgement of resources und schools must be trangferred from LEAS o
within the schools themsefiws;

* more choice, ibrough ofien enrobment, about whai schools their children
attend, and clearer routes 10 changing schools;

« more igformation iv belp parenis choosa 4 school; more information on bow
their children are performing, and abowt how it is possible 1o change schools.

These reformy are baving a heneficial effed on standards in schools and an
parenial choice, The Citlzen's Charter will guaraniee further progress.




RAISTNG THE

More information

i) We will publish a parents’
charter Jater in the summer.
This will set out clearly parents’
rights within schools, the choices
they can exercise, and the
information about their own
schoal's performance and the
performance of ather schools
which they can obtzin from their
school, their LEA, and other
SOUrces.

i) The Andit Commission will
be cmpowered to publish
comparative tables on the
efficiency of administration and
support services in different
local education authoritics.

i} From 1991/92 all schools,
further education and sixth-
form colleges will be
required to publish their
apnual public exam resukes in
a common format for each
type of institwtion. This
information will be augmented
by the results of tests under the

national cummiculum as this
information becomes avzilable.
They will also be required to
publish infornation about
placements in further and higher
education, as appropriate, and
the destination of leavers,

iv) Schools wil? also be required,
starting with the 1991/92
school year, to publish
ioformadon on levels of
truancy in a common format
in their anounal reposts 0
parents. These requirerments
may later be extended to other
irems of indicative information
about schools’ and colleges’
performance.

v} Comparative information on
all schools wikl be
required 1o be collected and
published locally. Parents
must aiso have ready access o
information about neighbouring
areas so that they are not
constrained in making informed
choices when selecting schools
for their children. The
information 1o be collected and
published wil! inchude all those
items in paras ifi) and iv) abxre.

STANDARD

vi) From 199192 all parents
will receive a school report
on their child’s progress —
at least anmally, The
Government will require ail
reports to be broughtup to a
minimum standared within
1991/92 Subject 1cachers will
assess children's progress in all
national curriculum suhjects.
Head teachers will cornment on

- general development. Reports

will also have 10 say clearly that
parenis can discuss the contents
of the report with a named
tcacher from the school, and
malke it ¢clear how and when this
discussion can take place.
Reports should include results
of tests under the national
curriculwn and enabte pareqts
to compare their child’s
progress with that of others.
Reparts will provide an
opponunity 1w disscminare
cther information to parents, for
example an curriculum marers,
parenis’ rights and parents'
mectings.

loformation collected and pablished
has not always reached the parenis
for whom it is inended. We will
lay a duty on LEAs to
disseminate agd publish
information in accordance with
a standard format and will in
addiiion expeci LEAs to publish
swmmary comparative results
from local schools in local
newspapers. Information on
parents’ rights and the curriculum
should be distribinted annually with
reports. We will update and reissue
the Guide 1o the National
Curricuiiom before the end of this
year.



BRAISING THE

A CHARTER FOR

TENANTS

For teaants the Citizen’s Charter will
mean:

« an improved Tepants' Charter
tor local authority tenants;

« opportanities for tenants to
transfer away from Iocal authority
control;

» 3 stropger Tenants' Gearantee
for housing asseciation tenants;

+ extending compulsory
competitive tendering into
the field of housing
managemaent.

Services for local anthority
tenants

Al housing tenants should benefit
from the Citizen's Chaner reforms.
If your home is provided and
maintaincd by a public sector
Jlandlord, it is particularly important
that managerment should be
cffextive and sensitive 10 your
needs. Yet t0o often Jocal authority
housing has scemed remote,
impersonal and out of touch with
the day-to-duy concerns of tenants,
Stow and ill<co-ordinated responsecs
to réquests for repairs have also
been a common source of
grievance.

The Right to Buy

The policy of this Govermment has
been to give every renant who
wishes it the right to buy their
home. Thar right has been exercised
by more than 1.3 million people in
Greal Brtain since 1979/80. Tough
action has been wken against local
authoritics who resisied or delayed.
In the worst cases the Governuent
has powers 10 1ake over and see the
sale through.

Ax improved Tenants’ Charter
We believe that those who prefer to
rErnain as tenants, Or cannot yet
afford ownership, should be
respected as the valued customers
of local audiorities. They have to
sustain its costs, They have the right
to be consulted, 1o expeet high
siandards and 16 prompt action
when perfonrnance is poor.

in 1981 the Governrment published
a nationat lenams’ Charter. For the
fiest time it set out tenants' rghts on
such matters as security of tenure,
suceession of lenancy, exchange,
repair and freedom to take lodgers.
The charter will now be updated.
Morc streamlined procedures will
be introduced so that tenants can
enforce their rights under the
charter more easily. The new
Tenants’ Charter will be published
later in the year.

Strengthening tenants’ rights
With the Citizen's Charier we will be
carrying refortm of tenants’ righis
fusther:

i} Improving the rights of
counci tepants to the repair
of their homes,

Council tenants already have a
‘right © repait’ which allows
them 0 get cevtain repairs
costing up to £200 done where
their landlord Fails w0 do so. We
are reviewing this fght to see

how procedures ¢an be

STANDARD

simplified and strengthenesd for
the maost urgent types of minor
repair allecting heaith, safety or
crime prevention.

ii} Ensuring that all tcnants
receive information about
the standards and
performance of their local
authority in housing
management. From this year,
information will be provided
directly to tenants ancl will cover
such key areas as repair umes,
rent arrears and management
costs. This will allow enants
identify the sranclands of service
they can properly expect, and
create pressure oy improvement
and action where performance is
unacceplable,

i0) ENCOuraging Lenanis 1y exeryise
their right, Uirough a ballog, to
teansfer to a new landlord,
such as a housing association.

iv) Tenmants' bids for Housing
Action Trusts.
We already mak: resources
available within rhe public
expenditure plans to allow Jocal
authornities, exceptionally, 1o bid
lor Housing Action Trusts 10 take
over the ownership and
management of the very worst
run down estawes. In fulure,
where the local authority is
reluctant to bid, we will also
consider bids for the resources
available Mmom tenant groups
directly.




RA1SING

v} Encouraging local apthorities to
introduce refurbishment
contracts, where contractors
and direct labowr organisations
who exceed the agreed
completion date would face
financial penalties under the
contract.

vi} ncouraging more local
aurhorities 10 delegate
management to tenant

The job of councls is 1o choase the
hest way of providing what people
want, Some councils still patronise
their tenants, apparently belicving
that ondy the council iwelf can
provide the required service. Bux
other authoriries have shown that
aspects of housing management can
be performed best hy those outside
the council’s employ. Compulsory
competitive tendering will be
introduced into the fleld of
housing managenxent 1o extencd
this process more widely. It will be
framed to accommodate tenant
participation in maqagement.
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THE STANDDAR

The Housing Corporation: a
stronger Tenants’ Guaraniee

Housing associations will be the
principal providers of new subsidised
bousing for the 1990s. The
associations have extensive freedoms
10 ruen their Organisaions in ¢ uay
which makes sense in relation to
local needs, Bt they also take un
rexponsibilitios wwards their tenaints,
and wwards the laxpayer who fiinds
them.

As part of the Citizen's Charter, the
Fenesiny Corfaoration will isyue o
stromper ¥enants” Guarantee , Like
1he present guaraniee this wilf set
mchmarks for assessing the gquality
of service on rents, allocation,
mainienance end repasr. Bus 1t witl
add three new principies of
ucconntability:

« performance informasion is to
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be pirpduced andmade divectly
avuilable lo lemarnts;

* structured and reguiar
conswftation with, tenanis through
satisfaction surveys;

*Ore Qolive proweofiun of tendant
represemtative organisalions,
including provision of facdities and
ingolvcment In Policy revicus,

The Tenants' Gueraniec requsres
(ssociations o provide thair tenants
with a comiractual right to carry
nut repairs. it gives them the rigbt W
hare the cost refunded in centain
chreumstances when the association
has failed to carry out its obligations.
We will ensuve that all bousing
cssnciativee Lenarts are fully amare
iy these rights.



RATSI NG THE

TRANSPORT

Rail in Britain: a new
start

For all the efforts of staff and
management, British Rail’s
performaned too ofwen falls shon of
whal the public has a right to
expect, We are determined to
resiore the status of the railways and
the pride and confidence of those
whe work on them. But this can
only be achieved if the way is
opened W innovation, private
Investment, and competition. That is
why progress towards the
privatisation of the railways is
integral ko e Chizen's Charter.

Putting passcogcers fist

But privatisation cannot take place
immediately. In addition to further
improvements in performance,
passengcers ook 1o progress in three
main ureas from BR. They expect

* more and clearer information
about service targets, timetables
arl perfonnuno;

esimplc and effective complaints |
procedures;

*a straightforward system of
redress in cases where the leve]

of service is unacceptable.

The Citizen's Charter addresses 2l
these iIssues.

*BR will publish its passcnger’s
charter in the autumn. This will
sel oul clear commitments by BR
to its passengers, including targets
for performance, what (o do if
things g0 wrong, and what
compensation is available.

STANDLDARD

Better service o passengers

Euery three vears, the Secralary of
State for Transport sets bR clear
obfoctives for the guality of its sevvice
to passengers. The last set was
publisbed in 1989 For example. they
include the follounng targets for
Neliwork Soutbiast.

* punctuatity — 92 per cent of 1rains
are to arrive within five mibuides of
the pueblisbed time all day (88 per
cent in the morning and ¢rening

peak);
* refiability - 99 por cent of trains

should Ix: rin;

= cleantng — 100 per cent of trainy
shouid be cleaned inside and out
erery day;

* telephone enguiries — 95 per cont
of calls sbordd be ancvrared within
30 sceonds;

* watting time at booking offices —
passenpers should not wiit for pore
{hare three minefes (five minndes i

the peab).

*BR will ziso reform its
‘Conditlons of Cartiage’, which
have been widely criticised. The
guts of the current conditions are
at Jeast 40 years old. We expect the
new conditions w be simple, i
and easy o understand. They will
I pubishect in November,

BR now displays daily at some
stations figures for their
performance on punciuality and
reliability of local services. This is
welcome, BR will extend this
service Lhroughout its nerwork.

BR's performance against the
service abjectves directy allects
ithe pay of BR's Chairman and
Executive Board members. Pay
increases for over 11.000 of BR's
stff, including junior management
grades, arc ajso directly relared ©
perdonmance.

The restructuring of the conditions
ol employment of BR signal and
telecommunications engineering
staff has paved the way for the
introduction of direct links berween
pay and performance for these
grades, and BR is discussing with
the unions further restructuring of
packages for drivers, starion
platform staff and other key groups.
The Government believes these
should directly relate to recorded
levels of punctuality and
absenteeism wherever relevant.

BR will seek 10 make its service 1o
the public friendiier ankl more
pervsonal. Station inenagers and rain
conductors alteady wear name
badges, and we wish to see rhis
practice spread o all who deal with
the public.

Competitive lendering improves
both quaiity and vaiue for money.
BR aiready conuracts out some
catering and cleaning services, and
will be extending this to other
activities. We will encourage BR 10
zo turther and fuster with its
CONLIACHNZ-OUL PrOZramnme.




RAISING

London Underground

Investment on a massive scale is
now king place. In the next three
years alone, some £2.3 billion of
capital expenditure is planned. New
irains have been ordered for the
Central Line and reflurbished trains
are being inuoduced on the Circle,
Mewopolitan, Victoria, Bakerloo
and Northern Lines. The Central
Linc is being totally transformed, It
2} adds up to what is probably the
biggest progranme: of modern-
isation London Underground has

ever known,

Lordon Underground bas been
set formal quality of service
targets for acbisvement by Aprii
1992, Yhese include:

» miileage — 98 per ceni of schedled
miteage will be run;

« yoliability — no morc than 7 per
conl of passcnpers will wait mare

than one and a balf times the
scheduded interval;

s cleandng — traisns will be cleaned
tnternedly coery doy and externally
cvery e days;

* ticket purcbasing fucifties — no
more thaw 2 per cent of passengers
witt wait more han three wminuies

for their tckets,

Other targets bave alser baen sel and
Services ure being improved, Orverall
avilabilisy for lifts i riour 94 pur ceout
agaist a target of 86 per cenl,
conpared with 73 per comt in
1985/89. For escalators, availahifity
is 83 per cemi compered with 75 per
cont in 1988/89 (1 per cent below
terget). These tarpels are 1o be
acbicved by Aprif next year.

THE

Buc there is much more that can be
done. Train services are still far less
reliable than they should be. This
leads, on the busiest lines, w© acute
overcrowding. Poor passenger
information compounds the
problern. We will therefore be
setting and pwblishing tough
new quality of service targets
and will publish London
Underground's performance
against them.

These objectives will include
customer satisfaction wvith Lthe
cleankiness of trains, the counesy of
staff and the quality of passenger
information,

We will encowrage London
Underground to accelerate its
contracting-out programme,
especially cleaning and
maintenance, w improve quality
and value for moncy.

The pay for Board members of
t.ondon Transport is linked to the
achievement of qualiry of service
objectives. We will link 2 larger
proportion of Board members’
pay 1o the achievement of these
objectdves. All London
Underground managers participate
in a performance bonus scheme.
London Underground will e
expected to increase the proportion
of managers’ pay which depends on
performance. We want o see
performance-retated pay cxtended
toy drivers, guards, signailing stzff
and other grades whose standard
of performance most directly
impacts on the public. As with BR
this sheould relate wherever
relevant to levels of punctuality
anud absenteeism,

Each siation displays a sign showing
who is in charge and explaining
how to make complaints.
Information on the service rargers
set ared standards achieved by each
line will be dispiayed prominently
and revised monthly at all slations.

STANDARD

_ The Secretary of State for

Transport has statirory
powers to st both BR and
Londoa Uaderground specific
service targets. He is
satisficd that these powers are
adequate to enable the
objectives of the Citizen's
Charier to be achieved,
inchuding the development of
compensation schemes. ’




Driving tests

Delays in olnaining driving rests
used 1o be a chronic problem. The
average waiting time was 13 weeks
in 1988, It is now under eight
weeks, partly through using mobile
examiners where wails were
longest. Aud the Government hias
set the Driving Standards Agency
(1)SA) the target of reducing 1this to
six weeks by next March,

In addition, Lo make the
arrangements mare llexible, the
DSA is seeking customer vicws on
revised working merhods.
Depending on the results of this
survey, we will expect the agency to
intraduce the folowing measures
by mid-1952:

* ielephone booking;

* payment by credit or payment e

Wd; Landar Craital
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* tests O suMINEsr evenings and i '

Saturday afternoons;

* explorc the feasibility of
Sundday tests in some arcas.

Motorway scrvice
areas

The growing molorway sysiem
needs a fult nctwork of motorwuy
service arcas. Al present the
Bepartment of Transport selects and
tenders sites. The Government now
intends to introduce @ new system,
under which privare deveiopers
wauld sclect the site and buitd a
servire area, provided they obtain
planning permission and a simple
licence. Legislation will be needed.
‘This further deregulaion should
deliver mote service areas more,
quickly.
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