APPENDIX 'B'

SANDY TOWN COUNCIL

CUSTOMER CARE POLICY AND CODE OF PRACTICE

Policy Statement

i)
The Council's Customer Care Policy is to be approachable, business like and caring in all dealings with its customers;


ii)
The Council recognises that all elected Members and staff share the responsibility for fulfilling this policy and that commitments must be made within the Council in order to do this.

The following code of practice is designed to fulfil this policy.

Code of Practice

"First impressions are lasting - 

there is never a second chance to make a first impression"

1
Face to Face

i)
Start by introducing yourself, greeting the customer politely and

either ask how you can help them or explain why you are there.


ii)
Where appointments are made, turn up in good time.  If, for some

reason, you are likely to be late, advise the customer in advance

and apologise for the delay.

iii)
Confidentiality should always be respected, especially from an

informant source, within the bounds of the law.  The privacy of an

interview room should always be offered.
2
Telephone


i)
Answer the telephone promptly, give your name and service and 

ask how you can help.



ii)
Do not keep the customer waiting.  If the enquiry cannot be dealt

with quickly, then inform the caller that you will call back within a

specified period.

iii)
Respond to telephone calls promptly, at the very least on the same 

day.


iv)
Answer any ringing telephone. It may not be yours but you can

help the customer by being there.


v)
If you have to pass on a call, make sure to pass on all the relevant

information about the caller so that the caller does not have to

provide the information twice.


vi)
If you cannot answer a query take the callers name and number

and arrange for the appropriate officer to call the caller back

within 24 hours.

3
Letters


i)
Reply to all letters within 10 working days either with a full 

response or a brief acknowledgement stating the date by which a

full response can be expected.


ii)
Use plain English at all times and ensure you answer the questions

raised.  Where technical terms are used, they must be clearly 

explained.

iii)
Wherever possible personalise letters.

4
Emails

i)
Reply to emails by email.  It may be that supplementary 

information will need to be sent by some other means.  If that is

the case, the email should explain.

ii)
Reply to all emails within 3 working days, either with a full

response or a brief acknowledgement stating the date by which a

full response can be expected.

iii)
In the event of absence the email system should be used to ensure 

that emails are not left unanswered.  


iv)
Use the same high standard of grammar and plain English in an

email as in a letter.

5
Website

i)
The design of the website must be easy for the customer to use.


ii)
The site should comply with BOBI (for the partially-sighted),



ODPM and other standards for readability, consistency of 

navigation, and the use of flash/graphics etc.


iii)
Ensure that information on the web site for which you are 

responsible is accurate and up to date.


iv)
Requests for services by email or on an online form received via 

the web site must be replied to in accordance with Sections 3 and 

4 above.
6
Consultation and Communication


i)
Aim to consult with businesses and individual residents to discuss



compliance failures and difficulties, before taking formal action.


ii)
Any questions should always be answered honestly so that there 

are no misunderstandings.


iii)
Avoid saying what customers want to hear, say what customers 

need to hear.


iv)
Where residents may be visited as part of surveys they will be

issued with prior notification by means of an advance letter.


v)
If consultants contact customers on the Council's behalf they 

should be required to use the standards set out here as a minimum.

7
Complaints


i)
The Council has a formal complaints policy.  It is a separate

procedure and 
is available from the Council offices.

8
Overall


i)
Take ownership of a contact.  If you have taken a customer's call, 

endeavour to handle it yourself rather than hand it on to someone 

else.
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