


Introduction

This leaflet tells you about the Maritime and Coastguard Agency’s plans

for the 2009-10 business year. It provides an update on our Ministerial
Targets, the work we are carrying out as part of our Three Year Themes and
publishes our revised Service Standards. More details will appear in our
Annual Report and Accounts in the summer.

We remain committed to our core activities of Search and Rescue (SAR),
Ship Survey and Inspection, Counter Pollution, and Seafarer Services and will
deliver a high standard of service for our customers.

We will continue to support the development and implementation of maritime
safety standards, working closely with our colleagues in the Department for
Transport with policy responsibility for shipping and UK SAR strategy.

In today’s turbulent climate of social, economic and technological change,
we are scanning the horizon to identify the future demands that will be
placed upon us. With this information we will plot our course, developing
our services focused around the needs of our customers and supporting the
Government’s commitment to Sustainable Development.

This will be the second year of our Three Year Themes. We have made good

progress in year one, and we explain in this leaflet what happens this business year.

| hope the leaflet is helpful. Please do not hesitate to contact me if you have
any comments or suggestions about how we can improve. You can find
contact details on the back cover of this leaflet.

Peter Cardy
Chief Executive

MCA Ministerial Targets 2009-10

The Ministerial Targets are set by the Secretary of State for Transport in
consultation with the Agency. These targets focus on the delivery of our
services and are reviewed on an annual basis.

MT1 Maintain the quality of maritime emergency co-ordination and response
by the Coastguard.

MT2 a. Helicopters tasked to respond to incidents will be airborne within
15 minutes during daylight hours and 45 minutes at night in at least
98% of cases.

b. At each MCA SAR helicopter base, a helicopter will be available at
least 98% of the time they are contracted to respond to incidents.

MT3 Meet the internationally required target to inspect 25% of foreign
vessels in UK ports under Port State Control arrangements, with an
increasing emphasis on inspecting available ships judged to be high risk.

MT4 Maintain the quality of the UK Ship Register by reducing the level of
deficiencies recorded on UK ships inspected abroad, and maintain a
position on the Paris MOU White List* which is comparable to registers
of a similar size and reputation.

MT5 As a Category 1 Responder, continue to meet the provisions of the
Civil Contingencies Act including increased engagement with Local
Resilience Forums.

MT6 Respond promptly to potential and actual pollution from ships
around the UK coast, drawing effectively on resources including our
emergency tugs, and following the procedures set out in the National
Contingency Plan.

MCA Vision

To be a world class organisation that is committed to preventing loss of
life, continuously improving maritime safety and protecting the marine
environment:

Safer Lives, Safer Ships, Cleaner Seas

* Paris Memorandum of Understanding: an agreement between maritime administrations in
Europe and the North Atlantic.




Three Year Themes

Last year we introduced several Three Year Themes focussing on the
changing shape of the maritime environment and our response to these new
challenges. We have made good progress in year one of these themes and
plan to build on this.

As part of our work with the shipping industry and seafarer unions to develop

a coherent strategy to reduce seafarer fatigue, we will:

« emphasise enforcement of working time regulations;

« seek international recognition of the problem of fatigue at sea; and

» seek a cultural shift over the longer term so that excessive working hours are
no longer acceptable.

As part of our work with the fishing industry to improve the safety of

fishermen and small fishing vessels, we will:

« revise the Small Fishing Vessel Code and develop a new 24m and
over Code;

« make the Bridge and Engine Room Watchkeeping and Stability Awareness
courses mandatory, and continue to fund them during 2010-11; and
« inspect working and living conditions on board Fishing Vessels.

Working with our partner organisations (including the RNLI and the RYA), we aim
to promote the carrying and wearing of lifejackets within the leisure sector by:

« encouraging the increased wear of lifejackets through public campaigning
and commencing a project to research behavioural change;

« holding a lifejacket ‘workshop’ at the Royal Society for the Prevention of
Accidents (RoSPA) national congress; and

« improving our evidence base by holding a panel review of 2008
fatality information.

As part of our ongoing role in Vessel Traffic Management, and to help us
specify the future demand for sea space and our responsibilities, we will:

« maintain safe ship routeing systems around the UK and establish new
routeing and reporting measures where appropriate; and

« provide navigation safety advice to the Department for Business, Enterprise
and Regulatory Reform (BERR) and the Department of Energy and Climate
Change (DECC) when they consult us on the development of Offshore
Renewable Energy Installations (OREIs): wind, wave and tidal.

We will say more about our progress with these work themes and our plans in
our Annual Report and Accounts that will be published in the summer.

Our Maritime Safety Work

Our daily work is vital to the lives and safety of the users of our sea and
coastline. In 2009-10 we will continue our activities in the following areas:

» We expect our Coastguard Co-ordination Centres to respond to
approximately 18,000 incidents, assisting 25,000 people.

There are approximately 26,000 vessels on the UK Ship Register including
more than 1,500 merchant ships, and we expect to deal with 8,000
registrations and renewals in the coming year.

We will also deal with around 18,000 requests for new and renewal
registrations on the Small Ships Register.

« We plan to conduct over 3,600 Surveys of UK ships, and around
7,700 Inspections of UK and foreign vessels as part of our
Ministerial Target commitments.

Additionally, we will conduct around 1,000 inspections of other types,
including those of Port Waste Management systems, and Packaged
Dangerous Goods/Cargo Transport units.

We anticipate around 700 incidents of actual pollution to which we will
respond. Many more threats of pollution will be minimised through our
intervention, using our fleet of emergency tugs and pollution control assets.

« In our Receiver of Wreck role we expect to receive 400 reports of wreck
and will have to deal with an average of 12 whale strandings.

o We will advise on 300 Coast Protection Act Consents in order to assess the
impact of proposed developments on navigational safety.

« As part of our services to seafarers, we will process applications for, and
issue around 3,500 Notices of Eligibility for oral examinations
(plus 1,200 re-sit Notices).

» We will issue approximately 3,000 Certificates of Competency and 5,000
Certificates of Equivalent Competency.

« We will also revalidate 3,500 Certificates of Competency, issue 8,000
Discharge Books, and 1,000 Boatmasters Licences.

« We will oversee 4,700 seafarer exams, and through our processes to
approve doctors, facilitate over 42,000 seafarer medical fitness exams.

« Throughout the Agency, we will deal with over 120,000 pieces of written
correspondence from our customers.




Our Service Standards

Everyone in the MCA is committed to excellent customer service.
We do our best to meet the following delivery standards:

MCA Specific Standards

We will act promptly and appropriately when alerted to a maritime emergency.
* In 98% of cases, we will answer 999 telephone calls and maritime distress
signals within 10 seconds in accordance with the Code of Practice for the

Emergency Call Service.

» When a volunteer Coastguard Rescue Team is alerted, the team members
will get to their Rescue Station as soon as they can. Once the Rescue
Team is ready to proceed from its Station, it will arrive at the scene of an
incident within 30 minutes in 90% of cases.

+ In 98% of incidents, within five minutes of being alerted about an incident
we will take a decision on the appropriate search and rescue response and
initiate action if necessary.

We will process applications for seafarer documents and certificates quickly.

* In 95% of cases, we will assess your eligibility to sit an exam within
20 working days.

« In 95% of cases, we will issue your Certificate of Competency (COC)
within 10 working days.

* In 95% of cases, we will issue your revalidated Certificate of Competency
within 10 working days.

* In 90% of cases, we will assess your Certificate of Equivalent Competency
(CEC) application and issue the Confirmation of Receipt of Application
(CRA) within 10 working days.

We will process ship-related certificates, surveys and inspections quickly.

« In 95% of cases, we will issue your survey or audit certificate within
10 working days of completion of a satisfactory survey.

« In 90% of cases, we will complete your plan approval within 20
working days.

« In 95% of cases, on receipt of the signed carving and marking note, we
will issue your registration certificate within 5 working days (for merchant
ships, pleasure vessels, fishing vessels and bareboat charter ships).

« In 95% of cases, we will issue your registration certificates within
10 working days (for small ships — under 24 metres).

Common Standards across the DfT

We will provide a full response to enquiries quickly.
We will provide a full response to complaints quickly.
» We will respond to 90% of complaints within 10 working days.

We will respond to telephone calls promptly and endeavour to resolve all
enquiries at the first call.

We will use reliable and accurate methods to measure customer satisfaction
on a regular basis.

» Where current performance is greater than 90%, we aim to maintain or
improve on that level.

» Where performance is below 90%, we aim to improve on the
current level.

We provide our customers with information that is clear, accurate and complete.
If we do not have all the information required, we will advise you when you will
receive the information you requested.

Our staff are polite and friendly to customers at all times and understand our
customer needs.

We make information about the full range of services we provide available to our
potential customers. This includes how and when people can contact us, how our
services are run and who is in charge.

We make particular efforts to identify hard-to-reach and disadvantaged groups
and individuals and have developed our services in response to their specific
needs. We have policies and procedures that support the right of all customers to
expect excellent levels of service.

Listening to you

If you are not satisfied with our service please get in touch with the person
or section that you have been dealing with. They will be keen to put the
matter right if they can. All our letters give the name and telephone number
of the sender and usually a reference number.

If you are unsure of who to contact, please use our website
www.mcga.gov.uk or write to us at the address overleaf.




Further information

The Maritime and Coastguard Agency
Spring Place

105 Commercial Road

Southampton

SO15 1EG

Tel: 02380 329 100
Email: infoline@mcga.gov.uk
Website: www.mcga.gov.uk

This publication is available in a number of languages and formats.
Please e-mail: diversity.monitoring@mcga.gov.uk or call 023 8032 9387
if you would like one.

Printed on material comprising a minimum of 75% post consumer waste

This publication may be freely reproduced, except for advertising,
endorsement or sale purposes. The information it contains is current at
04/09. Please acknowledge the MCA.

Printed and published by the Maritime and Coastguard Agency April 2009
MCA/178.
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