If you are unable to read this document because of disability or I< lngston
language, we can assist you. Please call the Kingston Council helpline —~ >
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on 020 8547 5757 or ask someone to call on your behalf.
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CUSTOMER STANDARDS

‘Putting our Customers First’
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Caso vocé nao consiga ler este documento devido a disabilidade ou idioma,
nds podemos ajudar. Por favor, liqgue para o canal de atendimento Kingston
Council no telefone 020 8547 5757, ou solicite a alguém para ligar por vocé.
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Customer First Performance targets

‘Kingston Council has adopted these service standards so that

you know exactly what level of service you can expect.

We regularly monitor our performance against these standards,
but if you feel that we do not meet these standards when

dealing with you, please let us know.!

m 80% of telephone calls answered
within 30 seconds

m 95% of customers visiting without an
appointment be seen within |5 minutes
of arrival

m 100% of emails to be acknowledged within
| working day

m 100% of written correspondence (letters
and email) to receive a response within 10
working days

m 80% of queries to be resolved
without referral




Introduction

We want Kingston to be one of the very best places

in which to live and work. In order to achieve this we

are committed to providing high quality services in
accordance with our agreed Customer Service Standards.

Our approach to customer service is to provide high quality
advice and information in a friendly and professional way, and

to provide high quality advice and information in a friendly,
professional way and to answer your query first time. Sometimes
this means waiting a little longer than we would like, but it does
mean we will go out of our way to get it right first time.

We are also committed to listening to our customers, residents
and visitors and using this information to improve our services.

Sometimes things go wrong, or our performance is not as good
as we would like.We therefore operate a complaints, comments
and compliments procedure and provide feedback about our
performance.

This leaflet summarises our Customer Service Standards and
sets out our commitment to be an organisation that listens
and is open about its performance.

Visiting a Council building

We aim to provide a friendly, high quality service in a
comfortable and safe environment.

Our priority is to answer your query professionally and
courteously first time.

®We aim to resolve all queries during your first visit.

m We take access and equality seriously. If you have difficulty
accessing a service, please let us know and we will help. If
required, you have the right to an interpreter.

® We wear clearly visible name badges so you know who you are
talking to.

m We will protect your privacy and will make checks to
ensure that you are who you say you are before giving any
personal information to you or changing your records. More
information about how we protect your privacy is available in
the Kingston Council Privacy Charter.

m Our staff have the right to work without fear of being
threatened. Abusive behaviour will not be tolerated.Verbal,
physical, racial or sexual abuse towards our staff or customers is
unacceptable.

We measure the performance of our face-to-face services on a
monthly basis and publish the results in main Council buildings and
at www.kingston.gov.uk.




Contacting the Council by telephone

We aim to provide a high m We answer all of our telephone
quality, friendly and personal calls politely, giving our name
telephone service and confirming which service

you have contacted.
Our priority is to resolve

your query professionally and
courteously first time.

m We protect your privacy and
operate in accordance
with the Kingston Council

® We aim to resolve all queries Privacy Charter.

without referral. . .
® We do not use voicemail on

m We will treat all callers fairly telephone numbers that are
and with respect. published for customers during
office hours.

We measure the performance of our telephone services monthly
and publish this information at www.kingston.gov.uk

Contacting us by letter or email

m We will acknowledge all emails an indication of when a full
within | working day and response can be expected.
provide a customer

m All written communication
reference number where

will contain the name and

applicable.
PP telephone number of the
® We will respond to all written contact person responsible for
communication, including the query.

complaints, within 10 days of
receipt. If we cannot provide
a full response then we will
provide an explanation and

m We will write to you using plain
English and will not use jargon
or abbreviation.
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Compliments, comments and complaints

We welcome compliments, comments and complaints about
our services.

We have a publicised compliments, comments and complaints procedure
and this is available on the Council website.

For some services, such as adult social care and parking penalty notice
appeals, there are different arrangements.

In all cases we will treat your compliment, comment or complaint seriously
and investigate the issues you raise as quickly and objectively as possible.

We record all compliments, comments and complaints and use the
information collected to improve our services.

Access and equality

We aim to provide an accessible, high quality service for all.

®m We work to provide access to services at times and in locations to suit
your needs.

® We can provide information in large print or on audio tape for people
with sight difficulties.

® We are working to make sure all of our public buildings are accessible to
people with disabilities and comply with the access requirements set out
in the Disability Discrimination Act 1995.

m We provide an interpretation and translation service to ensure that all of
our services are accessible.

m Before we take major decisions or change our services we consult to get
your views.

Kingston Council Privacy Charter

We will respect the privacy of all of our customers and the
following checks will be carried out to clarify the identity and
status of a customer before we will disclose any personal
information or make any changes to our computer records.

We will check a customer is who they say they are, we will do this by
checking personal details against those held on our records. If necessary
we will ask for further evidence or identification.

m If a third party (adult or organisation) is acting on behalf of a customer,
we will request authorisation or evidence from the customer giving
authority for them to act on their behalf.

m If a Councillor or MP is acting on behalf of a customer, we will request
authorisation or evidence from the customer giving authority for them
to act on their behalf.

® Information gathered by the Council may be disclosed to other local
authorities, police authorities and government departments where this is
required and permissible within the law.

® We will not share sensitive or personal information about you across
Council services unless it is necessary or appropriate to deal with your
case or query.

m The Council may check information about you from certain third parties
to prevent fraud or to provide better services.

m Under Freedom of Information legislation you have a right of access to
‘recorded’ information held by the Council. Recorded information may
be in any form including reports, emails and letters.Where a request
is submitted under this legislation the Council has a duty to provide it
within 20 working days. Some information is “exempt” from disclosure
and when this occurs the Council will say this is so.




Our expectations of you

We expect customers to:

m Provide all relevant, appropriate and known information
we need to address their query.

m Be on time for appointments or let us know if you are
not attending.

m Treat staff, contractors and other customers politely and with
the same courtesy that you expect from us.

m To refrain from using abusive language or threatening
behaviour.Verbal, physical, racial or sexual abuse towards our
staff or customers is unacceptable and will not be tolerated.

If you would like to know more about anything featured in this
booklet please contact us:

Telephone: 020 8547 5757

Email: contact.us@rbk.kingston.gov.uk
On-line: www.kingston.gov.uk
Letter: Royal Borough of Kingston
Guildhall
High Street

Kingston upon Thames
KTl IEU



