	KEY SERVICES


	BUSINESS-SPECIFIC CUSTOMER SERVICE STANDARDS
	Performance measure against standard

	CAFRE

Learning and Education

	1. FE/HE (further & higher education) applications will be acknowledged within 2 working days of receipt.

2. The outcome of interview letters will be issued to students within 5 working days of the interview.

3. National Proficiency Tests Council (NPTC) assessments will be organised within 5 weeks of receipt of application.
	1.  For applications relating to September 2008 intake – 100%

2.  For applications relating to September 2008 intake – 94%

3.  NPTC - 100% achieved. 

	Grants and Subsidies Appeals and Payments (excluding Single Farm Payment)

	1. We aim to issue the decision regarding Stage 1 appeals within 21 days of receipt.
2. We aim to issue the decision regarding Stage 2 appeals within 30 days of receipt.
3.  Less Favoured Area Compensatory Allowances (LFACA) – Historically LFACA payments started in March.  For the 2009 LFACA scheme, payments will commence in January 2009.  We aim to pay 98% of monies by end of March each year.

	1.  Decisions were issued in 24.4% of Stage 1 appeals within 21 days of receipt.
2.  Decisions were issued in 8.1% of Stage 2 appeals within 30 days of receipt.

3. 95% of eligible 2008 LFACA claims were paid by end of March 2008.



	Single Farm Payments (SFP) Scheme

	SFP Branch aims to acknowledge SFP applications within 10 working days of receipt.  At busy periods around the end of the application period this may not be possible – if an acknowledgement has not been received within 15 working days customers should contact SFP Branch at Orchard House.
	92.17% of 2007 Single Applications were acknowledged within 10 working days.
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	SFP Scheme Payments

	Payments to farm businesses will commence in December; we aim to complete 96.15% by the following June. 

In November each year we will publish a payments profile setting out our most up-to-date payment target dates for the scheme year.
	97.9% of claims were completed by 30 June 2008.

	Quality Assurance


	1. We will return Rural Payments Agency scheme forms within 10 working days of completion of the inspection/sampling task requested.

2. We will issue result letters, legal notices etc within 15 working days of receipt of request.

3. Where milk hygiene inspections require letter follow-up, 90% of these will be followed up within 15 working days of completion of the inspection.

4. 95% of milk registrations will be issued within 15 working days of receipt of notification that premises are suitable for registration.
	1. 100% target achieved.

2. 100% target achieved.

3. 90% target achieved.

4.   95% target achieved.



	Student Finance

	We aim to pay all Post Graduate payments within one week of the beginning of each quarter commencing April, July, October and January, providing correct claim forms are received
	100% target achieved.

	Forest Service

	link to Timber Customers Charter website @ http://forestnet/publications/misc/tcc.pdf   
	http://forestnet/publications/misc/tcc.pdf
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	Rivers Agency

	1. We will aim to clear reported blocked grilles, which are our responsibility within one working day.

2. If you ask us to investigate a watercourse related drainage problem, we will examine the problem and give you a response within 15 working days.  Where the investigation takes longer than 15 days, we will advise you when to expect a response.  If the problem cannot be resolved we will explain the reasons.

3. If your property will be directly affected by a Drainage or Flood Alleviation Scheme, we will arrange to visit you at least 2 weeks in advance of the start of the works to discuss how you will be affected.  We will cause as little inconvenience and damage when carrying out work on your property.  We will reinstate your property after completing works or pay compensation for any damage caused.

4. When you apply to us for consent to discharge storm water to a watercourse or for approval to carry out any works likely to affect flow in a watercourse, a decision on your application will be made within 3 months of receipt of all necessary information.  We will agree upon a response period with you for any complex cases which may take longer.


	1. 100% achieved.
2. 50% achieved.  (437 out of 868 queries were dealt with and replied to within 15 days).

3. 100% achieved.

4. 99% achieved.  (846 out of 854 Sch6 consents issued within 3 months).
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	Single Farm Payments (SFP) Scheme 
	You can submit your Single Application on-line. If you want to use this service you need to register with SFP Branch in Orchard House about 10 days before you intend to submit your application so that we can provide you with your Personal Identification Number and authentication code.

	SFP Scheme Payments
	SAF/SFP applications must be received no later than 15th May each year (unless this date falls at the weekend) to be considered for full payment under aid schemes included on the application form.  Applications received between 16th May and 9th June will incur a late claim penalty.  Applications received after 9 June will be rejected.

	SFP Appeals
	Stage 1 appeal has to be submitted within 42 days of the date of the SFP decision letter.
Stage 2 appeal has to be submitted within 30 days of the date of the Stage 1 decision letter.

	Entitlement Transfer Applications
	All applications (TE1s) to transfer Single Farm Payment Entitlements must be notified within 6 weeks from the date of receipt.

	Payment of Goods and Services
	We aim to pay invoices for goods and services within 30 days of receipt.

	Statistical Information
	DARD Statisticians follow the principles and standards as set out in the National Statistics Code of Practice - link to http://www.statistics.gov.uk/about_ns/cop/downloads/StatementRD.pdf
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