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	Introduction / Background


	
	
	
	
	
	
	
	
	

	*Is the service described?

*Is the purpose of the Charter described?
	
	
	
	
	
	
	
	
	

	Mission Statement
	
	
	
	
	
	
	
	
	

	*Is it clear that this is a mandate from the appropriate authority?

*Is the expected service provision indicated?
	
	
	
	
	
	
	
	
	

	Vision Statement


	
	
	
	
	
	
	
	
	

	*Does this contain a statement of long term goals for service provision and delivery?

*Is any timeframe attached?
	
	
	
	
	
	
	
	
	

	Service Provision & Delivery


	
	
	
	
	
	
	
	
	

	*How clear is the statement of customer expectations?

*Do the standards of service provision and delivery include                 - prompt & courteous treatment                      - information & consultation                   - provision for those with special needs

*Are there clear descriptions of performance monitoring and publishing arrangements? 
	
	
	
	
	
	
	
	
	

	Complaints / Grievance Mechanism


	
	
	
	
	
	
	
	
	

	*Is there a clear explanation of these mechanisms?

*Does this explanation include who to complain to, time limits for response and available redress?
	
	
	
	
	
	
	
	
	

	Obligations 


	
	
	
	
	
	
	
	
	

	*Are there clear statements of what is expected of customers, staff, management and higher authority in order for effective services to be provided?

*Are these obligations reasonable? 
	
	
	
	
	
	
	
	
	

	Stakeholders Participation


	
	
	
	
	
	
	
	
	

	*Is this clearly described?

Does it constitute an essential element in providing the service?
	
	
	
	
	
	
	
	
	

	Special Needs Provision


	
	
	
	
	
	
	
	
	

	*Is the organisation particularly involved with serving those with special needs?

*Is there a specific commitment to provide services to meet these needs?
	
	
	
	
	
	
	
	
	

	Existing Limitations


	
	
	
	
	
	
	
	
	

	*Is there a clear indication/explanation of how existing limitations and constraints affect the achievement of the Mission & Vision?

*Is this credible?
	
	
	
	
	
	
	
	
	

	Overall Evaluation


	
	
	
	
	
	
	
	
	

	*Is this Charter fit to publish?

*If not, what are the essential ingredients that are missing?
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