Item 7a

Customer Service Standards

We will aim to:

·  Answer all phone calls within 10 seconds 

·  Reply to written enquiries within 10 working days of their receipt 

·  We will aim to see customers who visit us within 10 minutes. If there is an occasion where we are unable to honour this commitment then we will offer to make an appointment 

In addition, we will aim to:

·  Acknowledge receipt of e-mails on the same working day as they are received, and we will provide an answer to e-mail queries within three working days 

· Make an appointment when requested 

· We will deal with 90% of enquiries without transferring customer calls to other areas of the council 

· We will provide a polite, friendly and effective response 

· We will wear name badges and will treat customers with respect 

Attitude

We Will. . 

· Demonstrate a positive attitude at all times, showing care, empathy, courtesy, respect and a willingness to deliver a quality service.

· Give fair and consistent treatment to all our customers, treating them as individuals, to ensure they have equal access to our services. 

· Work as a team on behalf of the customer, demonstrating ownership, accountability and commitment to follow-through. 

· Present ourselves as Service Professionals being neat, clean, well organised and dressed appropriately to the type of work we are doing. 

Skills

We Will. . 

· Communicate honestly and effectively in listening, questioning and understanding. 

· Ensure our written communication is professional and jargon free. 

· Deliver on promises, keeping the customer informed at all times even when there is no news. 

· Take the initiative to solve problems, deliver solutions and not excuses.

· Seek and act on feedback in pursuit of improving our performance.

· Challenge disrespectful behaviours and attitudes in colleagues that impact our goal of service excellence

Approach

· General Telephone Use
· We will always answer the telephone within 10 seconds/5 rings 

· We will always greet people in a professional and personal manner i.e. Greeting e.g. Good morning/afternoon, Name, Willingness to offer help 

· If we are sitting at our desk and the phone rings we will answer it 

· If we are occupied or having a meeting in our office and the phone rings, we will answer it - We will excuse ourselves and ask caller whether we can return their call 

· If a colleague is not around, we will pick up their call and either deal with caller or take down a message on behalf of our colleague 

· We will own all enquiries received on our phone and will not quickly dismiss caller who is incorrectly connected to our phone.

· Mobile Phone Use 

Where a member of staff is working off-site they should have their mobile phone switched on, following the general telephone answering standards above, with the following exceptions:- 

· Do not use in your car with the engine running (refer to Guidance note 3 'Use of Mobile Phones' in the Corporate Health and Safety Manual). Respond to any messages as soon as they are stationary. 

· Whilst in meetings or with customers your mobile should be switched to the messaging service as per the general voicemail standards.

· Use of Voicemail
· We will only use voicemail facility as a last resort and remember that customers or callers prefer to speak to people 

· We will always ensure that there is a facility for a caller to leave a message and leave a professional greeting 

· If out all day, we will change our greeting accordingly, say who and number the caller can contact in our absence. 

· If the query can wait, we will give the caller the option to leave a message 

· If sick and away from work, we will get a colleague to change your greeting - say whom the caller can contact in our absence 

· We will always call back / respond to your messages on the same day whenever possible

· Use of email: In receipt of an e-mail from a customer we will:- 

· Send an acknowledgement within 24 hours:- 

· thanking the customer for their contact; 

· indicating when the matter will be dealt with; 

· and who their point of contact is. 

· Use the same response times as for letters received. 

· Respond to external customers in the same way as we would if we were sending a letter. 

· Not expect customers to email us as well as speaking directly to us. 

· Use the 'Out of Office Assistant' if we are out of the office for the day. 

· Check our email daily unless we are using the 'Out of Office Assistant'. 

· Not use email to communicate with our customers when it is more appropriate to talk with them.

· Response times for letters
· Acknowledge within 3 working days and a full response within 10 working days regarding process 

· If it is a complex problem, update the customer every 15 working days regarding the process 

Our Customer Service Award Scheme

If staff demonstrate excellent customer service (going the 'extra mile' for our customers) then they may be eligible for an award!

Nominations can be from both external (the public) and internal (staff) customers.

In any one financial year you could receive up to five awards comprising of 1 extra day off (for that year only) and four £25 vouchers of your choice - one for every successful nomination.

