Broxbourne Services
Customer Service Standards
Broxbourne Services is committed to delivering services of the highest standards of quality and reliability in all our operations.  First class customer service is essential to us achieving this objective.
Code of conduct
As representatives of Broxbourne Services and the Council, staff will:

· Always identify themselves to customers.

· Be helpful and respectful to give a professional service.

· Treat all customers as they would expect to be treated.
Written correspondence
· We will respond to written correspondence within 5 working days (10 working days in the event of a complaint).

· Where a full reply cannot be given within 5 working days (10 working days in the event of a complaint) an acknowledgement explaining what is happening and a timescale for a full reply will be sent.
Telephone
· We will answer all telephone calls within 3 rings.

· If a colleague’s telephone is ringing and they are unavailable we will ensure the call is answered within 3 rings.
Customer care
· All staff will undergo customer care training within 6 months of joining Broxbourne Services.  Front line service operatives will attend refresher courses at least every 3 years.
Complaints comments and compliments
· Complaints will be referred to the appropriate manager and a response will be sent within 10 working days of receipt.
· Where a full reply cannot be given within 10 working days an acknowledgement explaining what is happening and a timescale for a full reply will be sent.

Recycling and waste collection operatives will:
· Check all exemptions and hotspots and record time of collection on their work sheet.
· Clear up any spilt litter/recycling.

· Return boxes (placing lids inside) and bins to the point of collection neatly, so as not to cause an obstruction.
· Use stickers to inform residents of the reason for any non-collection.
· Be courteous to other road users especially those waiting behind collection vehicles.
· Refer any complaints to the appropriate line manager.

Street cleansing operatives will:
· Park vehicles considerately.

· Be courteous to residents, pedestrians and road users.

· Avoid mechanical sweeping near vehicles and people.

· Refer any complaints to the appropriate line manager.

Grounds maintenance operatives will:
· Park vehicles considerately.

· Be mindful and courteous to park and road users and pedestrians, especially children.

· When working in the cemetery be considerate and sensitive to the nature of the environment.

· Avoid strimming near vehicles and people.

· Clear all pathways of cuttings and leave the site in a clean and tidy condition.

· Refer any complaints to the appropriate line manager.
Housing operatives will:
· Park vehicles considerately.
· In a void, if a noisy operation is unavoidable early in the morning, inform neighbouring residents if there are signs they are awake.
· In occupied properties, always use dust sheets and limit the disruption to the surrounding areas.
· Avoid leaving rubbish, tools or surplus materials in walkways or other areas where neighbours or residents may have access.
· Leave the property clean and tidy.
· Refer any complaints to the appropriate line manager.
Highways operatives will:
· Park vehicles considerately.
· For vehicle crossings, knock on the resident’s door upon arrival to inform them of the commencement of works, describe the order of work and explain the crossing can be used 24 hours after completion.
· Put up appropriate signage in accordance with the New Roads & Street Works Act 1991.
· Be courteous to the resident, pedestrians and motorists at all times.
· Leave the site clean and tidy.
· Refer any complaints to the appropriate line manager.
