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ANNEX 1

Oxfordshire County Council

Customer Service Standards 

General principles

Whether we are contacted by phone, in writing, via the internet or in person, County Council staff will do their best to respond promptly; honestly; and in a polite, and helpful manner. In particular our ‘front line staff’ who deal with customers on a daily basis will be recruited and trained to give good customer service and we will monitor performance each year. These are the minimum corporate standards that have been set for the authority, but individual services may offer higher service standards.

Specific Customer Standards

STANDARD
MONITORING ARRANGEMENTS
FREQUENCY

When customers telephone us 



· Our main* advertised contact numbers will be answered within 15 seconds during the period 9 – 5 Monday to Thursday (9 until 4 Fridays). 

· Wherever possible other phones will be answered within 15 seconds but this will not be feasible in all cases. Messaging facilities or call divert arrangements will be available where staff are out of the office. 


Main reception areas – existing telephony systems.

Where telephony not available – mystery shopping.

As above. 
Quarterly.

As above.

When customers write to us



· All letters, faxed messages and email correspondence from the public, will be acknowledged within 5 working days of receipt. A full response will usually be given within 10 working days. If this is not possible the customer will be informed of the status of their enquiry on a regular basis.  

Managers auditing correspondence received, and the date by which responded it to.
Quarterly sampling.

When customers come to see us



· Our main* offices will be open from 9 until 5 Monday to Thursday (9 until 4 Fridays). Other buildings such as libraries may be open for different hours particularly in rural areas.

· Reception staff will greet personal callers promptly. If the appropriate person is not available, then the enquirer would be contacted within 24 hours or the next working day to arrange an appointment if necessary.
· Checks using customer representatives.

· Mystery shopping.

· Customer feedback forms at reception/interview points/website.
Quarterly sampling.

Continuously available and sampled quarterly. 

Access for All**



· For customers whose first language is not English, an interpretation service will be made available, by appointment if necessary. Please call 01865 810107

· Hearing enhancement systems will be available to customers with hearing impairments who visit reception areas in main County Council buildings** in Oxford 

· We will ensure that alternative formats of our written documents are available.  This will include other languages (call 01865 810107), large print, Braille, audiocassette (call 01865 815591), computer disk or email, as appropriate. 

· All reception areas in main County Council** buildings will be made accessible for disabled customers and welcoming to all sections of our diverse community.


Working with our partners in the community such as Dialability, Age Concern, Oxfordshire Racial Equality Council etc to gain feedback from their own experiences of accessing services.

This programme of monitoring will be undertaken with the help of the Council’s Communities Team and Access Officers.


Annually.



Complaints

If a contact involves a complaint*** an investigation will be conducted in accordance with the Council’s published Complaints Process "Help us to Get it Right". This leaflet can be obtained by telephoning 01865 815906 (large print and on audio tape available), by contacting your local County Councillor or from your local library. Alternatively, you can write to us at our FREEPOST address: Complaints and Comments, OCC, FREEPOST (SCE 7709), Oxford OX1 1YA. You can also send us an online complaint at www.oxfordshire.gov.uk. We will undertake comprehensive equality monitoring of comments and complaints received and ensure equal access to the Council's complaints procedure.
* ‘Main’ refers to the contact numbers and County Council buildings in Oxford: County Hall, Macclesfield House, Speedwell House and administrative offices in the Central Library

** Further information on Access for All is available in the Council’s Comprehensive Equality Policy (www.oxfordshire.gov.uk/comprehensiveequalitypolicy).
*** If the complaint relates to Social & Health Care a separate complaints process is undertaken. Please direct your complaint to: Oxfordshire County Council, Social & Health Care, Complaints and Feedback, FREEPOST NAT 10800, Oxford, OX1 1BR. Tel: 01865 816069 (answerphone) Email: shc.complaints@oxfordshire.gov.uk
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