Principles of High Quality Customer Service
1. Quality Service Standards
We will publish a charter that outlines the nature and quality of service which customers can expect from the County Council and our partners. This will be prominently displayed on our website and at points of service delivery.

2. Equality/Diversity

We will ensure the rights to equal treatment established by equality legislation, and embrace diversity to ensure the delivery of fair services to all customers. We will proactively work to identify and eliminate barriers to access to services, for customers with a disability or those experiencing hardship and social exclusion.

3. Accessible
We will endeavour to understand how, where and when customers wish to access services and provide customers with convenient and easy access to information and services that are convenient to them. 
4. Consultation and Evaluation 
We will listen to the voice of the customer and use this information to understand the different needs of our customers and to drive quality and improved services

5. Choice

We will provide quality customer service across multiple channels, providing choice where feasible, including payment methods, location of contact points, opening hours and delivery times and we will enable this through the use of all available and emerging technologies
6. Value for Money

We will ensure that our services are delivered efficiently and use performance and cost data to maximise best use of resources and value for money. 

7. Information

We will adopt a proactive approach in providing information that is clear, timely and accurate and available through multiple channels and that wherever possible meets the requirements of people with specific needs. We will manage all information with confidentiality and sensitivity ensuring high standards of security.

8. Complaints

We will encourage comments and complaints to support a culture of continuous improvement. We will develop, publish and maintain a transparent, accessible, and user friendly system for dealing with complaints. 
9. Partnership

We will provide community leadership and foster a more collaborative and integrated approach to service delivery across partners to deliver an enhanced customer experience.

10. Reducing Avoidable Contact

We will strive to deliver joined up and seamless internal service provision and continually reengineer our processes to reduce service failure and avoid all customer contact that is avoidable.

11. Our people
We will recruit the right people with the right attitudes and behaviours and support them to take personal responsibility for delivering quality customer service. 

12. Best Practice
We will be recognised as a leading council and an outstanding service organisation and be recognised as a centre of best practice in delivering services. 
