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This document sets out our Promises to customers in relation to how we provide
customer service and choice, and how we will deal with complaints.

The document has three sections which have been developed with our customers.
The first section sets out our Promises to you. The second section sets out the way we

will measure and report our performance and in section three we explain how we will
achieve value for money.

CUSTOMER SERVICE
CHOICE & COMPLAINTS

We will make our services simple, efficient and convenient

We will ensure you can access our services in a number of ways including
telephone, face to face in our shops, text, letter, email or through our website

We know that for the majority of our customers the telephone is their preferred
method of communication, so we answer your calls as quickly as possible and if
you have to hold, we will tell you where you are in the queue

We will give our name when we answer your call

We will treat you with respect, fairness and flexibility and will listen and understand
We will respond to email and text queries by the next working day

We aim to answer your query at the first point of contact

We will ask if there is anything else we can help you with

We will acknowledge complaints within three days and aim to fully resolve them
within 10 working days

We take into account any disability or impairment and/or communication needs
and preferences you may have and provide solutions such as a hearing loop,
translations and sign language

We will ask for feedback from you on the services you receive and we will act on
that information to learn and improve

We will monitor why you contact us and make sure our staff are able to provide all
the help you need at the first point of contact

We will invest in our staff to ensure they are fully trained and able to offer the best
possible service



Measuring our Promises

We will monitor the time it takes to answer your call because we know that
answering quickly is important to you

We will monitor the number of people who hang up before we are able
answer their call. Keeping this number low shows us how well we are
answering your calls

We will monitor the reasons why you call so we can ensure that we have all
the right information to help you

We will ask you how happy you are with our service and learn from what you
tell us so we improve

We will monitor all of the above against customer data and information to
assess if there are any trends and identify potential discrimination

Value for Money
We will consider and review the three key elements to delivering value for money:

Economy:
We will keep a close eye on what it costs to provide the service

Efficiency:
We will continuously explore ways of reducing waste and improving

Effectiveness:
We will measure the impact of what we achieve

™ We know that having excellent customer services staff and procedures in
place helps us to deal with your call quickly and efficiently, at the first point
of contact. This prevents us having to transfer your call and reduces costs

™ We regularly review why you call. By knowing this we can provide
information to you in advance where we can, eliminating the need for you
to call us and keeping staff time to a minimum

w  We will ensure our website is up to date and has all the key information
on it so if you choose to, you can access the information at your leisure
without needing to call us



“We will listen and act on
what matters to customers”

Geoff Loughlin,
Strategic Director of People and Places
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If you would like this document in your
language, on tape, in large print or in Braille,
please ring us on 01270 506200 or ask at one of our offices
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Italian
Per informazioni nella vostra lingua siete pregati
di contattare il sequente n0.01270 506200
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Po informacje w jezyku polskim prosimy
dzwonic¢ pod numer 01270 506200

Portuguese
Para informacao na sua linguagem, por favor
fale com nos, 01270 506200
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