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IRISH MUSEUM OF MODERN ART

Sustaining Progress Action Plan – Progress Report October 2003

The Irish Museum of Modern Art is pleased to report that all of the main Specific Actions set out in the Action Plan, submitted to the Department of Arts, Sport and Tourism on 30 July 2003, as due to be achieved by end October 2003 have been achieved.  In summary they are: 

	· Customer Service
	- 
Publish Customer Charter

	· Efficient Use of Resources
	- 
Establish expenditure review group

	· Performance Management 
Systems
	- 
Decide key performance management standards and   
   
measurements on a participative basis with management   

   
group

	· eGovernment
	- 
Review existing website, including public and staff 

   
feedback


Customer Service

Two versions of the Customer Charter have been produced.  A shorter version, which is being displayed in IMMA’s Entrance Hall (see Appendix 1), includes: 

(i) the Museum’s mission statement

(ii) a commitment to adhere to the highest standards of quality customer service in our dealings with our wide range of publics 

(iii) undertakings as to providing a prompt response to queries and correspondence  

(iv) an invitation to the public to comment on the level of service provided, and 

(v) guidance as to making a complaint

A longer version is being made available at IMMA’s reception desk, on the Museum’s website and to the public and those with more long-term dealings with the Museum on request (see Appendix 2).  It includes all of the items on the shorter Charter with the addition of 

(i) information on the Museum’s activities and structures

(ii) specific commitments as to response times with regard to queries received in person or by phone and correspondence received by letter or email, and 

(iii) additional information on response times and procedures for dealing with complaints

The Charter has been drawn up by the Quality Customer Care Sub Committee, set up under the Partnership process, and is based on feedback from a comprehensive “mystery shopper” exercise carried out in 2002 and from comments left by visitors in our Comment Book, available at our reception desk.  Valuable input was also received from front-line staff at reception and on the gallery floor and from Museum staff generally.

As a means of implementing the undertakings in the Charter throughout the organisation, a Customer Care Action Plan (see Appendix 3) has been produced and all departments have been briefed on the delivery and evaluation processes involved.

Consideration in being given to making the Customer Charter available in other languages and formats, including a large-print version for the visually impaired.

A special Comment Card, designed specifically with the Quality Customer Care in mind, is being produced as part of the evaluation process.

Quality customer service has always been a high priority for the staff at IMMA.  Nonetheless, the work involved in preparing the Customer Charter and Action Plan has served to reinforce the importance of maintaining and building on these standards, more especially it has highlighted the extent to which good customer care can add to a visitor’s engagement with and enjoyment of the Museum.  It has also demonstrated to staff across the organisation that customer care is not something confined to those members of staff dealing directly with the visitor/customer but rather something which must inform the work and ethos of each and every staff member.

Efficient Use of Resources

An initially small expenditure review group, comprising the Head of Public Affairs, who is managing the Sustaining Progress process, and the Finance Officer, has been established.  The group has met with all departments to discuss a more efficient use of resources under the following headings:

· Budgeting

· Variations in outcomes

· Cost saving within departments

· General cost savings

The results of these meetings will then be analysed with a view to agreeing some six to eight areas for an in-depth cost effectiveness drive.  Other staff members will be added to the group as necessary and according to the area being targeted at any given time.

This exercise has already lead to a more comprehensive discussion of budgeting than was customary heretofore and to a greater awareness of the need to define and adhere to priorities across the organisation.

Performance Management Systems

A review of performance management concepts and methods, begun earlier in the year, was concluded in July 2003.  This was followed by a series of meetings between the Director and Management Team and an outside consultant.  An outline document has now been agreed (see Appendix 4) covering the two key areas of (a) skills and competencies and (b) implementation.

Although still in its initial stages, this general discussion of performance management concepts has already served to focus attention on the very real benefits it can bring in clarifying objectives and increasing a sense of a common purpose throughout the organisation.

eGovernment

The review of the Museum’s website has completed its first phase.  This was carried out via an eight-point questionnaire (see Appendix 5) aimed at both website visitors and IMMA staff.  Information was sought on content, design, favourite and least favourite aspects, suggestions for improvement and any technical difficulties.  The questionnaire was live on the site for a two-month period from 19 July to 19 September 2003 during which time 250 responses were received from website visitors as far afield as South America, Australia and Korea.

The responses are now being collated and based on this a programme for upgrading the website will be put in place.

The exercise to date has provided a valuable outsider’s perspective on the site, which covers all aspects of the Museum’s work and is an increasingly important tool for potential visitor seeking information on IMMA’s activities.

The only item among those listed to be achieved by end October 2003 not to have come about is the target under Equality of having 33% of Assistant Principal posts filled by women.  This has been delayed by the ongoing negotiations between the Department of Arts, Sport and Tourism and the PSEU on the Management Team’s restructuring claim.

This report has been agreed by IMMA’s Partnership Committee.

Enrique Juncosa

Director




16 October 2003 

_1127730194.bin

