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Leicestershire County Council aims to provide: “high quality, responsive, accessible and value for money public services”, to all customers who use or experience our services. 
Our Customer Service Standards outline what you can expect from us when contacting the Council by telephone, by letter, by e-mail, through our website or in person. If we are not meeting these standards we encourage you to let us know. In some areas, there are additional service specific standards which are identified in the annual departmental service plans.

We aim to provide: 
· Inclusive and accessible services

· Telephone interpreting service
· Information in alternative formats such as Braille, audio tape and minority languages, on request

· Loop hearing systems in our public meeting areas on request
· Access to signing and other interpretative services

At Leicestershire County Council we will at all times:
· Treat you fairly and with respect
· Be polite, helpful, open and honest in all our communications with you 
· Try wherever possible to provide the services you need, when and where you want them 
· Try wherever possible to answer your enquiry at the first point of contact
· Provide easy-to-understand, useful and up to date information about our services, in a clear format 

· Deal with your feedback positively and quickly
· Respect your confidentiality 
· Let you know how quickly we can take action to resolve your complaint
· Direct you to where you need to go if you do not need our services
If you telephone us we will:

· Answer the telephone within 5 rings (20 seconds)
· Tell you the service area and who you are speaking to

· Provide you with appropriate contact details

· Return your phone calls on the same day, or if this is not possible the next working day
· Respond to telephone messages within one working day
If you write to us we will:
· Provide a response to your e-mail within 3 working days

· Provide a response to your letter within 10 working days

· Keep our correspondence simple and easy to understand
· Tell you in our correspondence who is dealing with your enquiry
· Provide you with contact details and an enquiry number

If you visit us we will:
· Welcome you on arrival
· Let you know how long it will be before someone can see you 

· Deal with you efficiently and listen carefully to what you tell us

· Provide you with clean and comfortable surroundings
· Provide you with a confidential meeting area if required

· Try to provide you with your preferred method of communication
If we visit you we will:
· Explain who we are and the purpose of the visit

· Show you our personal identification badge

· We will let you know what will happen as a result of our visit 

· The visiting officer will tell you who to telephone if you want to confirm their identity

· If, for any reason you want a female or male officer to visit you, we will do our best to arrange this


We want to hear from you if you have a complaint, or wish to make a comment or compliment.

We will:

· Welcome all feedback, including complaints

· Acknowledge all complaints within 3 working days

· Try to resolve complaints informally and as soon as possible
· Take all complaints seriously 
· Help you to write down your complaint or take details over the phone
· Inform you if we need to deal with it under separate procedures, which may have different timescales
· We will learn from complaints and use them to inform service improvement.


· If you ask for access to your personal information, as defined by the Data Protection Act 1998, we will respond within 40 days. 
· If you request information under the Freedom of Information Act 2000, we will respond within 20 working days.


If we need to send you information following an enquiry we will:

· Ensure the information is accurate, up to date and relevant to your enquiry

· Provide it in an appropriate format and language

· Ensure that it is sent out within 24 hours or the next working day


We will aim at all times to meet the standards that we have set out above. In return we ask you to:

· Treat our staff with respect
· Be considerate and polite to other customers 
· Supply us with more information, if we ask you to
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