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ORGANISATIONAL LEARNING APRIL – JUNE 2024

	Learning Theme
	Recommendation/Notes
	Action Required

	Customer Care/Services



	· Service and Staff praised for levels of customer care:
· Super nice, helpful, approachable and unbelievably adaptable, very impressed, outstanding, 5 stars all round; all phrases have been said about staff and venues this quarter.
· Several comments received re. St Joseph’s Leisure Centre: all the staff are amazing, your dedication and commitment to making everything work was brilliant, nothing is ever too much trouble.

	· Service action required
· Staff newsletter and Intranet - staff to be notified.

	Health & Safety
	· Staff being subjected to verbal abuse, concerned for their own safety, feeling intimated and/or threatened, public refusing to leave premises 
 
(Ongoing issue)
St Joseph’s, Rose Reilly, Grand Hall, Auchinleck LC
	· Service action required
· Violence & Aggression H&S Standard 
· Violence & Aggression Risk Assessment
· Staff awareness – do’s & dont’s
· Conflict Handling Training
· Scenario Based Exercise

	
	· Number golf balls entering gardens and hitting cars at Annanhill Golf Course car park

(Ongoing issue)
	· Service action required
· Additional signage to be put in place
· Plans are in place to alter holes to direct golf balls away from boundaries

	Key Policies
Data Protection 
Code of Conduct

	· Review the Code of Conduct: section 13 - Use of Social Networking Media and consider explicitly mentioning Use of Social Media and taking photographs of colleagues or customers without permission.
· Review Data protection policy and consider explicit mention of the use of personal phones to capture and share photographs of customers and colleagues.

	· Code of Conduct discussed at Trust Induction.

	Key Policies
Alcohol and Substance Use Policy 
	· Briefing for Executive Leads, Strategic Leads, Development Officers and Co-ordinators regarding the content and processes included in the Policy.
· All staff to be reminded of the content of the Policy

	· Briefing Sessions scheduled, Mandatory session for all Extended Management Team and Dev Co-ordinators
· Include within Staff Newsletter

	Use of Personal Mobile Phones in the workplace
	· Consider the need for guidance on use of personal mobile phones in the workplace.
	· Include within Staff Newsletter


	Staff Development Opportunities
	· Ensure all staff members are offered the same development opportunities
	· 













ORGANISATIONAL LEARNING JULY - SEPTEMBER 2024

	Learning Theme
	Recommendation/Notes
	Action Required

	Customer Care/Services



	· Service and Staff praised for levels of customer care:
· Amazing, helpful staff, lovely and so friendly, went above and beyond.  Facility was lovely and clean, well set out and informative, all phrases have been said about staff and venues this quarter.
· Several comments received re. the Treehouse café: excellent, food was lovely and priced very reasonably, and Annanhill Golf Course: was in an unbelievably good condition, beautifully cut and the greens were outstanding.

	· Service action required
· Staff newsletter and Intranet - staff to be notified.

	Health & Safety
	· Staff being subjected to verbal abuse, concerned for their own safety, feeling intimated and/or threatened, public refusing to leave premises 
 
(Ongoing issue)
St Joseph’s, Visitor Centre, Cumnock Library, Auchinleck Library, Rose Reilly
	· Service action required
· Violence & Aggression H&S Standard 
· Violence & Aggression Risk Assessment
· Staff awareness – do’s & dont’s
· Conflict Handling Training
· Scenario Based Exercise

	
	· Number golf balls entering gardens

(Ongoing issue)
	· Service action required
· Additional signage to be put in place
· Plans are in place to alter holes to direct golf balls away from boundaries

	
	· Ongoing issue with Synthetics Grass Pitches – unauthorised access, condition of goals.


	· Service action required
· Discussions to take place with Campus Manager and partners.


	Media Consent
	· Complaint received in relation to parents taking photographs/videos in venues.
	· Service action required
· Website & Media Protocol
· HR & Marketing to consider how to prevent/police parents taking photos/videos of others without permission.

	Investigation
	One to one meeting 

	· Service action required
· Regular progress meetings to be scheduled 

	
	Communication 
	· Service action required
· Individuals to carefully consider means of communication and ensure that Trust values and behaviours are displayed at all times 












ORGANISATIONAL LEARNING OCTOBER - DECEMBER 2024

	Learning Theme
	Recommendation/Notes
	Action Required

	Customer Care/Services



	· Service and Staff praised for levels of customer care:
· The staff are always so lovely; absolutely brilliant event; we had an awesome time; thank you all for pulling out all the stops and making it a really memorable day.
· Comments received re. Kilmarnock Christmas Festival: Best year yet! and Charitable Group visiting DCCP: Her warm, approachable manner encouraged our young people to get involved and made the experience truly memorable. Thank you for taking such good care of us.

	· Service action required
· Staff newsletter and Intranet - staff to be notified.

	
	· Negative attitude of staff 
	· Service action required
· Customer Service Protocol
· Customer Journey Training being rolled out to all frontline staff

	Health & Safety
	· Staff being subjected to verbal abuse, concerned for their own safety, feeling intimated and/or threatened, public refusing to leave premises 

Annanhill Golf Course, St Joseph’s Leisure Centre, William McIlvanney Leisure Centre, 
	· Service action required
· Violence & Aggression H&S Standard 
· Violence & Aggression Risk Assessment
· Staff awareness – do’s & dont’s
· Conflict Handling Training
· Scenario Based Exercise

	
	· Minor accidents occurring while putting equipment away/bring it out.
	· Service action required
· Manual Handling H&S Standard
· Manual Handling Awareness Training E-Learning
· Staff to make sure equipment is properly stored in an appropriate, safe manner in accordance with Risk Assessments.

	
	· Needle found by member of public who pricked finger
	· Service action required
· Staff to ensure regular checks are undertaken.
· Sharps Protocol

	
	· Trips and slips
	· Service action required
· Staff to follow guidance within the manual handling techniques when carrying items and take due care carrying items up/downstairs.
· Regular cleaning required as part of facility check list - moss build up on slabs.











ORGANISATIONAL LEARNING JANUARY – MARCH 2025

	Learning Theme
	Recommendation/Notes
	Action Required

	Customer Care/Services



	· Service and Staff praised for levels of customer care:
· the Countryside Rangers commitment and professionalism is exceptional; Vision team are a dedicated and enthusiastic team, the Dick Institute building is a marvel; the experience certainly surpassed our expectations; what a joy to sit in this beautiful building, surrounded by books drinking wonderful coffee.
· Comments received re. Baird Institute, Cumnock: Brilliant Museum, friendly and helpful staff with informative conversations.

	· Service action required
· Staff newsletter and Intranet - staff to be notified.

	
	· Poor customer service


	· Service action required
· Customer Service Protocol
· Customer Journey Training being rolled out to all frontline staff

	
	· Cleanliness mentioned in 2 facilities  

	· Service action required
· Revise cleaning schedule 

	Health & Safety
	· Staff being subjected to verbal abuse, concerned for their own safety, feeling intimated and/or threatened, public refusing to leave premises.  During this quarter, these incidents have predominantly involved youths accessing school premises

	· Service action required
· Violence & Aggression H&S Standard 
· Violence & Aggression Risk Assessment
· Staff awareness – do’s & dont’s
· Conflict Handling Training
· Scenario Based Exercise

	
	· Trips and slips
	· Service action required
· Staff to follow guidance within the manual handling techniques when carrying items and take due care carrying items up/downstairs.
· Article to be added to the Staff Newsletter

	Communication
	· Clarification of duties to be reviewed and communicated
· Ensure regular progress meetings are taking place
· Training to be reviewed with staff
· Induction process 
	· Service action required
· Ensure Job Induction process is followed
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