What is the Customer Charter about?

Staffordshire County Council is committed to improving customer service and standards overall. 
This new customer charter is one of the ways that we hope to improve the experience customers have when they access our services or information. 
This new customer charter has been introduced to tell you, as our customers, what standard of service you should expect when dealing with Staffordshire County Council. It also creates a new, higher and more consistent standard of customer care that we will strive to achieve no matter what service is being delivered or where it is being delivered in the county. 

Who we are and what we do
The county council is the biggest employer in Staffordshire with more than 30,000 employees, serving over 800,000 people in the county. 
Our employees range from teachers and engineers to scientists and social workers who provide vital services 24 hours a day, seven days a week. The county council delivers many services throughout the county, which include: 
· Providing help and support to 19,000 older people and people with disabilities.

· Supporting local education in your area through 400 schools, nurseries and children’s centres. 

· Helping older people to be as independent as possible in their own homes and communities.

· Looking after the needs of vulnerable children in Staffordshire. 

· Encouraging tourism, creating jobs and wealth in Staffordshire. 

· Managing and maintaining Staffordshire’s road network.

· Operating 13 household waste recycling sites. 

· Managing over 2,700 miles of footpaths and bridleways and a range of country parks, including Cannock Chase. 

· Carrying out the registration of 17,000 births, deaths and marriages a year, as well as civil weddings and other ceremonies such as baby naming. 

· Providing trading standards officers who support consumers and reputable businesses by dealing with 30,000 enquiries and tackling 6,000 complaints about rogue trading a year.

· Providing the static and mobile libraries in Staffordshire.
Our commitment to you

We will meet your needs by: 
· Seeking to answer all your enquiries efficiently the first time you contact us. If your enquiry cannot be dealt with at this time, we will put you in touch with someone who can help. We will keep you informed of progress on your enquiry. 

· Training and developing our employees so they have the right knowledge and skills to meet your needs, as our customers 

We will be open and honest in all that we do, we will do this by: 
· Making information available in a number of formats within a reasonable time period.

· Making sure our communication is jargon-free and easy to understand. 

· Making sure you receive a full explanation of any decisions made and any rights that you have to appeal. 

· Working with partners, the voluntary sector and other service providers to make sure we provide a consistent and efficient service. 

· Maintaining accurate and secure records about you and the services you receive. 

· Making sure information is available at all our public buildings.
Measuring our performance

We are working hard to ensure the right measurements and systems are in place to tell us where we are doing well and where we need to improve. For each of the Customer Charter values, we will set specific targets and regularly measure how we are doing against these targets. We will use a number of different ways to measure how we are doing including:
· Customer Surveys 

· Mystery Shoppers

· Citizen Panel surveys 

· User involvement groups

· IT systems 

· External inspections 

· Customer Feedback 

We will report regularly on how we are doing publicly via our annual report, website and the media. Our performance will also be regularly checked by Councillors and external inspectors.

How to contact us

General Enquiries is the best way to contact us. They have a large list of contacts and can redirect your call to the relevant service contact.
Please call: 0300 111 8000
The county council’s website is full of information about the services we provide. You can also apply for many of our services online. New information is added every day so make sure you visit often. There are also facilities for e-mailing the web team if you can’t find what you are looking for. Please visit: www.staffordshire.gov.uk 
The council has a number of public buildings in local areas, the highest numbers of which are libraries. To find your nearest library go to www.staffordshire.gov.uk/wheresmynearest 

Our commitment to you

We want to know when we get it wrong or could do better so welcome any customer feedback, whether it’s complaints, compliments or comments. By letting us know how we’re doing, you can help us improve our services. 
So whether it’s a compliment, complaint or a suggestion about how we can change our services for the better or you want to highlight when we are getting something right, please let us know. 
Customer feedback forms are available on-line and at all public buildings. Alternatively contact General Enquiries on 0300 111 8000, e-mail us at customer.feedback@staffordshire.gov.uk or text the words STAFFS CORP followed by your message to 60003 (standard network charges apply). 
Your views on the information contained in this Customer Charter would also be appreciated. Please use the phone number, e-mail address or text number above to contact us or you can write to us at Customer Feedback, County Buildings, PO Box 11, Martin Street, Stafford ST16 2LH. 

