
Generic Customer Care Guidelines


Norfolk Connect Partnership


Core Principles

· We will endeavour to answer customer enquiries through all three channels and across the whole organisation on behalf of all partners, or will direct customers to the most appropriate contact. This will involve signposting, and logging details of queries for management purposes. 

· Information on our web pages will be the core resource for staff doing this, and we will try and provide access to the web and training for anyone who is likely to receive customer queries outside of their own area of expertise

· We all endeavour to maintain information on our websites which will enable non experts (customers themselves or staff) to find the information they need about our services and how to access them.

· We will disseminate the more detailed guidance below and provide training to staff who need it, along with any further guidance they need.

· As we add further partners to Norfolk Connect, we will ensure our staff have access to their information, their staff have access to ours, and they sign up to these core principles. This will primarily be via adding partners and information on web sites to be accessed via the Norfolk Connect Portal and the associated a-z’s of services.

Detailed Guidance

Handover

Process

If an employee gets a call for another section or agency, they should first decide whether it is a simple request for information, or they need to talk to the other person. If the former they should look on their own intranet or on the internet via the Norfolk Portal or A-Z to see if they can provide the information immediately.

If they have to refer on the call, they will use the intranet, portal or A-Z to make sure it goes to the right person. If they are able to transfer it, they will do so and explain the call to them before they pass it on. 

If the request is via email, the person should reply saying who the email should be directed to for action, and that person copied in on that reply so they can initiate action without waiting for a further request from the customer
Information 

If the call is being transferred and there is no answer, they should take a message and send it by email to the person to whom it is being transferred as well as giving the customer the contact details so they can try later. This message should contain:

· The name and contact details of the person who called (phone number, email, postal address depending on how they wish to be contacted

· What the query was about

· Time and date of call/contact

Any specific request for action (call back, send something etc)

We will generally encourage the development of group/service email boxes rather than individual ones to ensure inquiries are still picked up during holidays etc.

Customers should be asked if they have internet access and given details of the web page where they can access a service. If the contact is face to face and public Internet access terminals are available, they should be encouraged to use them. 

As a general rule we will not charge for printing out public or voluntary sector service information from public terminals although partners may wish to charge for other printing.

Confidentiality

A confidentiality policy will be put in place and agreed between partners, and it will be the responsibility of staff to ensure that it is maintained and continues to meet legal data protection requirements regarding sensitive personal information.
The joint policy document on confidentiality and data protection will be available for inspection by members of the public and staff.  Using these guidelines, customers’ consent will be sought before recording or sharing personal information, or a s a minimum they should be alerted to the fact that this will happen. 
Call Logging

Staff should record basic details of customer contact for third party organisations in a consistent manner and statistics on this will be shared between organisations. This will include:

· Which organisation the query was for, and the service area within that organisation (using the LAWS category list where possible)

· Date and time of query

· Which channel it came in via

· Action taken (e.g. info provided/ query resolved at first point of contact, refered to third party etc)

This information should be sent once a month to a designated person within each organisation who will then forward it to Norfolk County Council who will re-issue in summary form to partners. 

Access to Information

Each Partner, or third party organisation, will provide and maintain information on their website for each of their services in the following categories:
· General inquiry and key departmental contacts (phone, fax and email)
· Frequently asked questions 
· Core leaflets
· General information (locations, opening hours etc)
· Key forms
· “One off” information, campaigns and consultations
· Democratic information – councillors, committee cycles, committee papers etc. 
There should be a named contact in each organisation (normally the web manager or equivalent) to whom details can be sent when staff fail to find information requested by a customer and that person will have the responsibility for either informing the person registering the information gap of where that information is, or adding it if it is not present. The Norfolk County Council Information Gap process is attached as an example of how this can be managed.

That person should also be responsible for notifying partners if there are significant changes to web information (address changes, new sites, new transactional services) which partners should then disseminate internally.

New partners will be expected to provide details of their web sites so these can be added to the portal and/or A-Z.

Staff who regularly receive customer inquiries should ensure they keep themselves familiar with the content and services available on relevant web sites. Generic training will be provided but content is dynamic and so they should be responsible for maintaining their knowledge.
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