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Introduction

In examining our performance in 2007, we feel Dacorum Borough Council can
be proud of the real and measurable progress that has been made. It has not
been easy, but Members and staff have recognised that change is urgent and
necessary.

Together we have embarked on delivering an ambitious programme of review,
innovation and change that reaches throughout the authority. Its objective is
to deliver excellent and affordable services to our residents from an authority
that is responsive, and value for money.

Over the last year we have addressed many of the concerns raised in the
2007 Use of Resources assessment, putting ourselves in a strong position to
improve in our 2008 assessment and beyond. We have also continued our
discussions on Waterhouse Square, the bold regeneration plan for Hemel
Hempstead town centre, and are working hard to deliver this project and its
concomitant benefits to our community.

The Improving Dacorum Programme has gained momentum, securing £2m of
our £3.5m savings target to balance the budget.

Despite our financial constraints we have continued to deliver some excellent
services to our residents, visitors and businesses within the Borough. Our
homelessness service received national acclaim, and collection rates for
Council Tax and Business rates improved immensely.

We have coped with a number of changes introduced by other organisations,
mainly from central government following the Local Government White paper
and subsequent Act. Local Government operates in a constantly evolving
legislative environment, and our ways of working have to accommodate
change positively. Establishing a leaner, more efficient authority that can
continue to do this is one of our biggest challenges for the future.

2007 has shown that we are in a strong position to continue our story of
sustained improvement and we are confident that with our excellent staff, and
committed Members, we are on the right path to success.

Clir Andrew Williams Danny Zammit
Leader Chief Executive



Dacorum

The Borough has a population of 138,400 living in 58,000 homes and there are
106,000 residents on the Electoral Register. Based on current trends the population
is forecast to increase between 8,990 and 10,300 people over the next 20 years.

This year the average (Band D) Council Tax for Dacorum Borough Council is
£158.40 per household which is just 44 pence per day.

Dacorum’s economic performance is good, being in the top 40% of districts across
the country.

Over a third of our 210 square kilometres are designated part of the Chilterns Area of
Outstanding Natural Beauty.

In the last Viewpoint Panel Survey in December 2006, 72% of the people who
responded said that the Council is making the local area a better place to live and
55% feel the Council is efficient and well run.

The Council has published its performance information against the national Best
Value Performance Indicators on the website.
http://www.dacorum.gov.uk/pdf/Performance%20-%20BVP1%200utturn%202007-
2008.pdf.

In all, 60 indicators (75%) have improved or maintained performance since 2006/07, -
and 38 indictors (47%) have improved over the last year, the majority of which were
in our front line services for example in Environment and Regeneration, especially
recycling and composting levels.



Ambition

2007 has seen significant achievements in
these are recognised elsewhere in this
report. But perhaps of more importance is
not what we have done, but our ambition for
the future.

We face fundamental challenges in how we
fund and deliver services, together with
meeting expectations from our customers for
excellence and value for money. It is in how
we meet these that we will be judged by our
community.

Our 2007 Use of Resources assessment
made for uncomfortable reading in places.
We were, however, already putting plans in
place to move forwards aware that our past
performance was not acceptable. We had
not met the new demands of financial
management. Following the Elections in

performance and services, and

Over the previous year the Council has
made significant achievements that we
expect will result in an improved Use of
Resources judgement for 2007/8. These
include:

Preparation of a robust Medium Term
Financial Plan

Strengthening of Annual Accounts
production

Preparation of Business Continuity
Plan

Finalised Asset Management Plan
Completion of equalities impact
assessments

Review of the Health & Safety and
Strategic Risk registers

Achievement of a balanced budget
alianed to our priorities

May, the Administration set out a clearer, more robust agenda for change
then ever before. Achieving first class financial processes was made a high
priority.

We now have a robust Medium Term Financial Plan which looks at our
finances over a three-year period, making sure our ambitions and plans can
be delivered and sustained. We also received an unqualified opinion on our
2006/07 accounts, a real achievement as the 2005/06 accounts received a
qualified opinion. Our auditors themselves recognise that we have made
‘significant progress’ in improving the quality of our accounts.

Use of Resources Assessment 2009

Work starts now on proving our effectiveness against the new Use of Resources regime
that started on 1 April 2008. The new scheme is bigger, with more stretching criteria to
meet.

In addition to embedding the processes and plans introduced over the last year, the
following areas will need to be addressed in any improvement work undertaken by the
Council:

Effective and sustainable use of - Maximising asset use
natural resources - Workforce Planning and Development
Sustainable procurement - Enhanced Partnership Working

Cost benchmarking




Our ambition for excellence reaches throughout the authority. The Improving
Dacorum Programme has become an intrinsic part of the Council and the way
we perform. It has been thoroughly reviewed and made ‘fit for purpose’. But
the real test has been what difference it has actually made. The success of
the IDP so far has very much justified the investment of funding and faith that
Dacorum made in it. The Programme has, over the last year, been able to
deliver real benefits. £2m savings have already been found and services are
being provided in a more cost-effective way than ever before. Enquiries about
more services are being managed at the first point of contact by Customer
Services, providing a seamless, joined-up approach for our community.

Fundamental to the success of the programme has been a change in our
project and programme management approach. We have been clearer about
our priorities and been results focused; we have clarified accountabilities and
improved governance processes to ensure that the benefits are delivered as
expected or taken action where required.

In 2008/09, we still have a very bold agenda and will:
continue to implement the initiatives necessary to balance the books;
continue the Value for Money activities to ensure that each service can demonstrate
that the value they provide for our community is comparable to the best authorities in
the country;

make significant progress with our Hemel 2020 plans;

improve our core resource management disciplines resulting in an improved Use of
Resources score;

complete the Service Migration programme and improve customer satisfaction;

progress with the Housing Futures initiative and respond accordingly to the
residents' vote.




Recognition

Our performance indicators show we are continuing to achieve overall
improvement. 67% of a group of statutory indicators selected by our external
auditors showed improvement. In 2006/07 26% of our statutory indicators
were in the top quartile nationally, although this is slightly below the national
average.

Initial figures for our 2007/08 performance show that overall, 72% of all the
Best Value Performance Indicators improved or maintained performance
levels since 2006/07. 59% of the total Performance Indicators improved in
performance over the last year, the majority of which were in our front line
services.

There have been many specific successes within our services -
achievements throughout the organisation in delivery of our services and
planning for the future.

In Customer Services , more than 220,000 enquiries were dealt with in our
call centre and Hemel service centre. Many more were also addressed at our
Berkhamsted service centre and the three local cash offices of Hemel,
Berkhamsted and Tring. We also expanded the services now supported by
the customer services team to include Waste Management, Housing, and
Public Protection. These additional services are now available by phoning the
call centre or visiting the service centres in Hemel Hempstead and
Berkhamsted.

To assist in delivering a service developed by customer needs, a new
customer complaints helpline opened in December 2007.

£280,000 of Big Lottery funding was secured in 2007 by our Community and
Cultural services team to deliver better play facilities in the Borough. The
team also produced a Play Strategy that sets out how we believe open
spaces, play areas and other facilities should be developed in the next few
years for the benefit of children and young people.

The transfer of Little Hay Golf Complex to Dacorum Sports Trust will ensure
this well-used and highly regarded course can achieve its full potential; and
creation of the Community Sports Network and Dacorum Arts Partnership will
give opportunities throughout our communities.

There were big changes in our Housing service with the commencement of
the MITIE Responsive Repairs contract, and a review of administration and
the Quality Management System. These will deliver financial savings, and
help us develop an effective housing service in increasingly difficult
circumstances. Our service also received welcome and deserved recognition
for our Homelessness Service following a visit from CLG.



The refurbishment of Lagley House and Elderly Persons Accommodation in
Berkhamsted was completed in 2007, and work began on the Chiltern’s
Hostel for Homeless People.

Our Planning and Regeneration team produced a Blueprint for the future
development and renaissance of Maylands Business area through production
of the Maylands Masterplan, “Gateway to a greener future”. Following the fire
at the Buncefield facility, we have worked hard to deliver a secure future for
the estate. It represents the economic heart of Hemel Hempstead, and
ensuring it continues to provide employment and enterprise opportunity for
our expanding population is critical.

Dacorum faces continuing pressure to develop housing and managing this is
a priority for our Planning staff. In 2007, we published 3 site “development
briefs” to guide the shape and content of new house building schemes. These
have been submitted for a National Planning award. Redevelopment of the
Kodak tower and surrounding land was also secured via new planning
permission for mixed scheme of 434 dwellings, new shops, offices, and public
space with a new pedestrian bridge to link to the Riverside site.

In 2007/8 the Planning team dealt with 1,916 planning applications, 61.4% of
which were determined within the Government’s performance target.

Our Building Control service also received a charter mark and ISO 9001
guality management award.

Our Street Care services received Park Mark” awards for Lower Kings Road
and The Forge car parks. They also continued our history of success in
recycling in the borough. Our recycling rate in 2007/08 was 45%, and this may
rise further as glass collection baskets have been distributed to residents to
assist in recycling.

We also held a hugely successful IT Recycling day at Cupid Green. The Day
was a joint working enterprise between Herts Waste Aware Partnership,
Hewlett Packard and Maxitech.biz and a staggering total of 2,000 redundant
items was collected.

Our Finance team continued to develop its structure and processes. The
Finance Admin Team and Corporate Mail were restructured to enable
improved resilience and increased range of skills. Agresso was fully rolled out
across the authority, leading to a series of workshops to other service teams
in order to improve settlement of Creditors in the Payment & Income team. A
demonstration of our improving performance came late in 2007/08 with the
implementation of new pay conditions to all staff without errors by our Payroll
team.

Finally, our Legal team continued to deliver on a wide range of issues. They
successfully secured 2 planning prosecutions and served over 25



enforcement notices against unauthorised development; and negotiated and
completed 24 Planning Obligations securing a range of financial and other
benefits for the community. A Compulsory Purchase Order securing land
against an unlawful Gypsy encampment was obtained. Nine Anti-Social
Behaviour Orders/Injunctions were obtained, and 2 convictions secured on
Environmental health Prosecutions.

Finally, Legal services completed the sale of 22 Council houses and 14
Council Flats, and transferred 8 separate parcels of land to housing
Associations to develop affordable homes for the community.

In terms of external recognition , we won the Chartered Institute of Public
Relations Grand Prix award for Issues or Crisis Management Campaign and
an East of England Outstanding Contribution award. We were shortlisted for
a number of other national awards, including the Municipal Journal Effective
Top Team and the Association of Public Service Excellence Awards for Best
Partnership Working Initiative. In addition, Building Control retained its ISO
9001 accreditation and Meals on Wheels retained their Chartermark for
another 3 years.

During the last year we launched Towards 2021, our new Sustainable
Community Strategy which sets out our long-term ambitions for our
community and describes what we will be doing with our local partners to
achieve this. During 2007 we also worked with our partners to develop
Engage, a set of tools to help us engage and involve our communities.

Dacorum Community Safety Partnership  exceeded its three year
Government target of reducing crime by 15.7%. The final figure for the period
April 2005 to March 2008 was a reduction in crime of 17%, making it one of
Six Partnerships in Hertfordshire to achieve this. A notably success during the
last year was the reduction in Criminal Damage by 370 offences, with the
Partnerships Mr Impact campaign helping to play apart. Twenty Council
Officers have also been trained to be part of the Police Accreditation scheme
and three Council officers are doubling up as Special Constables in a new
initiative.

The Council is committed to working in partnership to ensure that Dacorum is
a great place to live and work. We have a proven track record of working with
the voluntary sector and we are an instrumental partner in the County wide
Pathfinder initiative. This is one of only 4 in the Country and it is enables
Councils to work together to deliver better services and produce savings for
the community.

We also formally adopted the Balanced Scorecard approach to performance
management. Following the Borough Elections in 2007 Cabinet agreed a
number of statements, also known as Strategic Outcomes , which describe
the Council’'s vision and what it would feel like for our residents when it is
delivered. For each of these strategic outcomes there will be actions,
measures and targets which set out what is needed to deliver the Vision and
show whether we are on track to do it.



The Council has met the Government’s target on efficiencies and the external
auditors gave 100% positive feedback on the Annual Efficiencies Statement.

We have continued in our opposition to the downgrading of services at Hemel
Hempstead Hospital whilst working with the Health providers to ensure that
the people of the Borough get the best possible health care the NHS can
afford.

Operation Safe and Clean , a multi agency, high visibility operation led by
Dacorum Borough Council. Partners involved include DBC Enforcement
Teams, ASB Team, Housing Service, Environmental Health, Planning
Enforcement, Safer Neighbourhood Police Teams, Fire Service and the
DVLA,

During these operations, teams made up of these agencies address
environmental issues within a targeted area, such as Graffiti, litter, flytipping /
fly posting, overgrown gardens, vandalism, abandoned and untaxed vehicles,
inappropriate parking and general street care, such as pot holes, uneven
paths etc. The teams also take time to speak to local residents to ask them
about their concerns and tell them about the good work that goes on in
Dacorum.

Last year Safer Neighbourhood Days were also held in Highfield and
Bennetts End Community Centres and all partners were available for the
public to speak to and air their views and concerns and thanks.

The Dacorum Open Community Surgery (DOCS)  project is a joint venture
by Herts Constabulary Hate Crime Unit and the Anti Social Behaviour Team
from Dacorum Council, who have been working closely with MUSKAAN
(Dacorum Pakistani Womens Group).

This project is aimed at “hard to reach” groups and to try and get these groups
to come forward and report and discuss issues that affect them. This could
be anything from housing advice to domestic violence and forced marriage. A
monthly surgery is held with a different topic each month and the response
has been overwhelming.



In 2007/8 the Cabinet decided the Council’s priorities and in 2008/09 we
intend to make progress on our twenty strategic outcomes:

Finances and Assets
Sustainable investment in revenue and staff
Balanced Books (IDP theme)
Innovative Use of Resources

Learning and Development
Right people, in the right job, at the right time
Innovative and flexible approach to service design and delivery
Culture and mindset shift
Being the employer of choice that people are proud to work for

Design and Delivery

- Efficient processes to facilitate high quality service delivery
Providing access to decent, affordable and good quality housing and
infrastructure
Innovative approach to protecting the built environment
Utilising partnerships for the benefit of our community ambitions
Communication, consultation and education of staff, councillors, partners,
residents and businesses

Our Communities
Quiality of access to services for all groups in the community
Clean, litter free streets, parks and open spaces
Visible progress against Hemel 2020 Vision (IDP theme)

Represent community and business interests with regards to Buncefield and the

future

All groups in the community able to enjoy their local environment at all times and

feel safe
Vibrant, sustainable local economy
Engaging, enabling and empowering communities to play a part

Council perceived as enabling an improving quality of life for communities (2 x

IDP themes)



Service Targets 2008-10

Finance & Assets

Strategic Outcome

Milestone or Target

Sustainable Investment in Revenue and Staff

Sustainability strategy adopted

Balanced Books

Reduce overall operational costs by
£3M for 2009/10

Expansion of Woodwells and
expansion at Kingshill cemetery

Innovative use of resources

Use of Resources level 2
Review of corporate property asset
management across all directorates

Learning & Development

Strategic Outcome

Milestone or Target

Right people in the right job at the right time

The Council will adopt a Workforce
Development Strategy

Achieving top quartile performance
indicators in Revenues and Benefits

Innovative and flexible approach to service
design and delivery

80% of enquiries of major services
resolved at 1% point of contact
MCSE & MCSA accreditation received

Culture and mindset shift

Reduce staff sickness absence to 10.2
days per fte

Being the employer of choice that people are
proud to work for

Improve staff survey result by 5%
New OD Strategy in place
Equal pay across DBC




Design & Delivery

Strategic Outcome

Milestone or Target

Efficient processes to facilitate high quality
delivery

Refresh DBC website to improve

access to services
- Achieve Level 3 for Data Quality by

2010

Implement Disaster recovery set-up

Development of IT for customers to
use for geneology searches

Landscape & Rec Services and
Planning transfer to call centre in
Dec’'08 — call centre answers first line
enquiries for all major services

Integrated Grounds Maintenance and
Street Cleansing functions goes live
April 2009

Implement the DCLG Building
Control Performance Standards

Providing good access to decent, affordable
and good quality housing and infrastructure

Increase by 25% of new homes that
are affordable by 2011

Innovative aprpoach to improving the built
environment

Green Space Strategy adopted
Autumn 2009 giving a Borough wide
apprach to how green space is used
and managed

To implement the Conservation
Strategy, 2 completed Conservation
Area Character Appraisals 2008/9, 5
completion of Conservation Area
Character Appraisals 2009/10

Establish a Dacorum design award
for Planning

Utilising partnerships for the benefit of our
community ambitions

Develop an Economic Development

Strategy
- Support achievement of Maylands

bid

To develop and publish 08/09
Children & Young People’s Plan

Launch of Cementaprise as a limited
company

Develop partnership workingwith
Private and Public sectors to deliver
the LDF

Support the achievement of the
Maylands Business Improvement
District (BID)

Communication, consultation and education
of staff, partners, residents and business

Dacorum Digest achieve Plain
English Crystal Mark — Dec issue
- Publish AtoZ of serives in Autumn
2008
Introduce a new e-consultation and
e-publication scheme for the LDF




Our Communities

Strategic Outcome

Milestone or Target

Quiality of access to services for all groups in the
community

Level 3 of equalities standard

A process for public petitions in
place

Successful Place shaping survey

Clean, litter free streets, parks and open spaces

Green Flag status for one park
Integrated streetcare service
launched April 2009

Visible progress against Hemel2020 Vision

Development Agreement signed
Develop an awareness raising
programme for Olympics 2008-
2012

To refresh the Hemel 2020 Vision
and develop and deliver an
implementation plan of projects
Waterhouse Square Project,
consultation on Masterplan
concluded

Represent community and business interests with
regards to Buncefield and the future

Complete Maylands Gateway brief
Implement Growth Area Devliery
Plan

All groups in the community able to enjoy their
local environment at all times and feel safe

To ensure all Children and
Young People have safe places
to play
Inclusive play equipment in four
locations on Dacorum
- Fitness trails in Berkhamsted
and Apsley
Taking play out into the Rural
Parishes

Vibrant, sustainable local economy

To achieve better environmental
practices adopted by all Dacorum
businesses

Fair Trade status for Hemel
Hempstead and Dacorum

Develop an Economic
Development Strategy

Fair Trade Status for Hemel
Hempstead

Fair Trade Status for Dacorum

Engaging, enabling and empowering
communities to play a part

Residents Action Groups
established

Council perceived as enabling an improving
guality of life for communities

Residents’ satisfaction levels in
Our Place survey improved

Preparatory work on Arts
Service Strategy




Work with County Cultural
Strategy to deliver Dacorum
Strategy

To implement the Conservation
Strategy, 2 completed
Conservation Area Character
Appraisals 2008/9, 5 completion
of Conservation Area Character
Appraisals 2009/10







Sustainable Community Strategy Targets 2009-2010

Reducing crime and creating a safer Dacorum

Target 1

Produce an annual strategic
assessment plan that
delivers continuous
improvement against the
crimes that are of biggest
concern in Dacorum

Ref: SCS Target (PSA 23)

Achieved 2008/09

Target 2

Reduce the number of
people who consider
vandalism, graffiti and
damage to be a big or fairly
big problem.

Our target is:

L aw

Ref:LAA Target S-Al.1b
(PSA 23)

Target 3

Reduce the number of
people who think drunkeness
and rowdiness in public
places is a big or fairly big
problem
Our target is:

Lo

Ref: LAA Target S-Al.1c:
(N141)

Creating a cleaner and healthier environment

Target 1

Increase the number of
‘Green Flag’ accredited sites

T

Ref: LAA Target S-B8.1b
(N1197 PSA 28)

Achieved 2008/09

Target 2
Reduce the per capita CO2

Emissions in the Local
Authority area

4

Ref: NI 186

Target 3
Complete the Dacorum

Environmental Forum action
plan

Ref: SCS Target (PSA 28)




Delivering lifelong learning

Target 1

Increase the number of young people
completing or succeeding in training and
construction, hospitality and health and
social care sectors

Ref: LAA Target EA-7 (PSA 10)

Target 2

Complete the actions included in the
Lifelong Learning Forum action plan

Ref: SCS Target (PSA 2)

Encouraging business and local employment

Target 1

Increase the number
of VAT registered
businesses in the area
showing growth and
encourage 50 new
business enquiries per
year

50

Ref: NI172

Target 2

Increase key public
services delivered by
voluntary and
community sector
organisations and
social enterprises

1

Ref: LAA Target
E- A8(N17)

Achieved 2008/09

Target 3

Support the
regeneration of
Maylands Avenue
Business Park
following the
Buncefield explosion

Ref: Local target

Target 4
Attract new
businesses to
Dacorum

5in 2008/09
10 in 2009/10

Ref: Local target




Meeting housing need

Target 1

Increase the percentage of
all new homes that are

Target 2

Increase the percentage of
new homes that meet the

Target 3

Reduce the use of
temporary accommodation

affordable: Government’s by half by 2010
recommended sustainable
code levels:
To 25% by
2011 To 100% at
To 35% by Level 3 by
2021 2011
To 100% at
Level 6 by
2021
Ref. Delivery of Affordable Ref: Delivery of Sustainable Ref: NI 156
Homes (NI 155) Homes
Promoting culture, arts, leisure and tourism
Target 1 Target 2 Target 3

Complete the actions
included in the ‘promoting
culture, arts, leisure and
tourism’ action plan

Ref: SCS Targets DCMS
DSO

Adult participation in
sports

Increase the number of
adults aged 45+
participating in at least 30
minutes moderate intensity
sport and active recreation
on three or more days a
week

1 aw

Ref: LAA target H-B4 (NI8)

Engagement in the arts

Develop a baseline in the
first year and increase the
engagement by the third
year

1

Ref: (NI11)




Encouraging community involvement

Target 1

Increase the number
of people who have
undertaken formal
volunteering in
groups, clubs or
organisations for at
least an average of
two hours a week or
more over a 12
month period

3%
Ref: LAA Target
S-C9.1 (NI6)

Achieved 2008/09

Target 2

Increase the
percentage of people
surveyed who feel
they can influence
decisions affecting
their local area

e

Ref: LAA Target
S-C10.2 (NI4)

Target 3

Increase the
percentage of people
surveyed who feel
their local area is a
place where people
from different
backgrounds get on
well together

U

Ref: LAA Target S-
C10.3 (NI1)

Target 4

a) ldentify external
funding to support
partnership
projects

b) Set up a Volunteer
Manager’'s Forum
to support people

who work with
volunteers

c) Create a register of
Community events

Meeting the needs of children and young people

Target 1

Deliver the targets in the
Dacorum Children and
Young People’s Plan

Ref: SCS Target (PSA 12)

Target 2

Increase the number of five
to 16 year olds who travel to
school using sustainable
modes of transport (cycling,
walking etc)

[P

Ref: LAA Target C-A3

Target 3

Reduce the percentage of
children aged 11 to 15 who
state they have been bullied

in the last 12 months

4

Ref: LAA Target C-CD6




Improving social care and health

Target 1

Increase the number of
adults aged 45+ participating
in at least 30 minutes
moderate intensity sport and
active recreation (including
walking and cycling) on three
or more days a week

[P

Ref: LAA Target H-B4
(PSA 18)

Target 2

Increase the number of
adults who eat healthily from
a local value of *22.9% to
meet the national average
value of 23.8%

]

*Health Survey for England
2001/02 (PSA 18)

Target 3

Increase the number of
adults participating in
physical activity from a local
value of *10.3% to a national
average of 11.6%

]

*Health Survey for England
2005/06 (PSA 18)

Meeting the needs of older people

Target 1

Start a forum involving 40

older people and five key

members responsible for
leadership

Achieved 2008/09

Target 2

Increase the satisfaction of
people over 65 with both
home and neighbourhood

]

Ref: NI 138

Target 3

Complete the first Older
People’s Forum action plan




Improving Dacorum Programme
Milestones 2008-10

Corporate AIM Description Period Co mpleted

Balance the Books Operational costs reduced by a further £0.7m  (Q4 08/09)
Balance the Books Operational costs reduced by a further £1.4m  (Q4 09/10)

Balance the Books Value for Money status achieved (Q4 09/10)
Hemel 2020 Public Consultation on Water house Square (Q4 08/09)
Hemel 2020 Start on PAV site (Q4 09/10)
Reputation Accounts Audited (unqualified) (Q3 08/09)
Reputation CPA L2 Use of Resources achieved (Q4 08/09)
Reputation CAA Excellent area categorisation (Q2 09/10)
Customer Service Customer satisfaction rating at good (Q2 09/10)
Customer Service Service Migration completed for Major Services (Q4 08/09)
Customer Service Full Service Migration completed (Q2 09/10)
Customer Service 80% of all enquires for major services resolved

at 1st Point of contact (Q2 09/10)
Customer Service 80% of all enquires resolved at 1st point of contact (Q4 09/10)

Customer Service Customer satisfaction rating at excellent (Q4 09/10)



