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Executive Summary

Norfolk County Council’s three key messages as set out in its Communications Strategy are:

· At Your service  - we are a service led organisation which exists to provide service to those who live, work and do business in Norfolk

· Putting Norfolk First – we are advocates and champions for Norfolk

· Value for money – we are wise guardians of the public purse.

Keeping closely aligned to those key messages, the Contact Strategy represents Norfolk County Council’s policy for handling contact with the public and underpins its approach to customer service and care.  It represents the opportunity to take a holistic and consistent quality approach across the whole County Council in line with agreed customer care standards.

The Strategy aims to improve customer service and choice, to become more ‘at your service’ by providing more customer access, but encouraging the most appropriate use of a range of channels. The expectation is that this will improve value for money by reducing unit costs. It will also help meet local and national targets, putting Norfolk first, with technological improvements.  

The intention of the strategy is to move customers to use the most cost effective channel for the service they need. This means self-service over the Internet or via the Customer Service Centre for a fast response to the most common requests or services, and keeping face-to-face and back office contact for more complicated issues or for those customers who have specific needs.

Normal working hours will be defined by each service according to their business needs. The business hours will be publicised, for example on the Website. There is an expectation to extend opening hours of the Customer Service Centre during 2004/2005 to 08:00 till 18:00.

The Contact Strategy excludes the handling of 999 and other emergency calls, which are already governed by separate processes.

Position statement (January 2004)

Norfolk County Council has in place:

· A Customer Service Centre handling Social Services reception and referral calls, Trading Standards calls, and some handling of telephone and Website generated general enquiries.

· Three Council Information Centres, delivered in partnership with two District Councils.

· Co-ordinated information source has been developed to support the Customer Service Centre, Council Information Centres and Web.

· The Norfolk Portal linking access to the County Council and all seven District Council internet sites.

· A draft set of Customer Care Standards, which have been piloted across the authority.

· An understanding of customer and service needs based on research and testing.

Ownership

All employees of the County Council own the Contact Strategy. It is the responsibility of the Service Improvement Manager to maintain and develop the Contact Strategy. It will be the role of the Departmental Service Improvement Managers to take overall responsibility for applying and communicating the Contact Strategy to all employees, thus ensuring implementation, monitoring, compliance and also providing the opportunity for feedback in order to keep the Contact Strategy relevant and responsive. 

1 Context and Aims

Norfolk County Council wants to make sure that people have better access to its services in future. By building on the national e-Government target to get services online by 2005, we want to improve not only the number of services people can access but also the ease with which they can access them. 

This e-Government Vision looks ahead to 2006 with four main priorities that we will strive towards achieving. By accomplishing these targets we aim to make Norfolk County Council a more accessible organisation for Norfolk people with better and more interactive services.  We will also support ‘channel shift’ so people are able to contact us in the most appropriate way.

Norfolk County Council’s vision for service improvement– looking towards 2006

1. We are making it ‘3x easier’ for people to contact us in a way most appropriate to their needs:

· By accessing information on our Website, available 24 hours a day

· By phoning our Customer Service Centre and having their call dealt with by the first person they speak to

· By visiting one of our growing number of Council Information Centres and speaking to someone face to face

2. Promoting better access - By 2006, Norfolk people and businesses will get help with 100% of straightforward enquiries from a single point of contact. This will include our working closely with our partners, to provide information jointly. 

3. Changing the way we work – All employees will be developed to offer a consistently high level of customer service and have access to the same source of regularly updated information.
4. We will manage employee expectations so that are well prepared to work with the changes brought about by service improvements and become advocates for the change to the working culture within Norfolk County Council. Wherever possible proper arrangements will be in place to ensure employees are re-deployed into appropriate positions.

5. We will use technology to improve our services so that:

· Norfolk people benefit from better access and improved customer service

· Employees have the information and technology they need to do their jobs more effectively
The Six Principles

The following six principles underpin this Contact Strategy:

1. Quality of Customer Experience: Each employee, in every contact they have, is representing the County Council. 

2. Employee Ownership: This Strategy has been developed by employees of Norfolk County Council and is theirs to implement. It is the responsibility of every employee to keep it as a practical working tool and contribute to its continuous development.

3. Appropriate service: This strategy is designed to ensure a consistent quality of service to all customers irrespective of their chosen method of contacting the Council.

4. Inclusive and Accessible: This Strategy is a vital part of the overarching social inclusion agenda and is designed to cover all channels to enable access for all.  It is designed to be inclusive of race, culture, disability, sexuality, gender and religion, age, poverty level, language and location.

5. Quality Services and Information: The services and information provided by the County Council must be up to date and quality assured where appropriate.

6. Review and Development: This Strategy is designed to be flexible to the developing needs of the Council, its partners and its customers, and requires regular formal review.  

2 Website 

Delivery Strategy

The Website allows customers to access our information and services when they choose and from where they choose. It allows customers to self serve information, and employees in the Customer Service Centre and Council Information Centres will be trained to use the Website to provide assisted access to customers in person or on the telephone.

A single source of information to feed the Website will ensure the accuracy, timeliness, accessibility and customer focussed nature of content on the Website. A Content Management System will provide this single source of information.

Key Objectives

· To increase the use of the Website as a channel to access council information and services, both by self serve and assisted access.

· To increase public participation in consultations via web-based consultations.

· To develop a consistent and integrated set of electronic information for the benefit of employees, members and customers over the intranet and Internet. 

Position Statement (January 2004) 

· A single corporate Website has been created with a consistent navigation and branding.

· A Content Management System has been procured.

· Core service information has been developed and added to the Website therefore supporting the Customer Service Centre and Council Information Centres.

· The Website contains information and e-Mail contacts for all core services.

· The Norfolk Portal’s methods of searching for information has been added to the County Council and all seven District Councils Internet sites. This to allows services from all organisations to be found from any of these sites. 

Targets 2004/2005

· Content Management System implemented.

· All appropriate transaction types available via Website by 2005.

· Promotion of the Website as a self-service tool for citizens, businesses and employees.

· The intranet will be used more pro-actively for document management across the Council and within departments.

· Further core service information developed and added to the Website for those services being handled through the Customer Service Centre and Council Information Centres.

· A rolling programme of information development and quality improvement.

Targets to 2007

· Access to all services delivered electronically by 2005.

· Consistent standards of customer self service for information and transactions.
Responsibilities

The Corporate Web Manager is responsible for the overall development and implementation of the Web Strategy. The information presented on the Website is the responsibility of services.

Special Factors 

Free Internet access through libraries will be actively promoted to address the “digital divide” issues.
Emerging channels of contacts such as Interactive digital Television and 3 Generation mobiles should be considered in the long term as more solutions are developed for local authorities.

3 Customer Service Centre

Delivery Strategy

The Customer Service Centre will be the means through which:

· All telephone calls into the Council will be handled, with the exception of established business to business calls, personal direct dial and emergency services (procedures for these contacts may be reviewed at a later date).

· All e-Mail traffic generated from the County Council web site will be received and processed on behalf of departments.

· All fax communications will be handled with the exception of business-to-business and emergency services communications (procedures for these contacts may be reviewed at a later date).

· All letter post contact will be channelled on a planned basis to ensure business continuity, when the County Council introduces Electronic Document Management technology into its core business processes. 

This ‘front office’ function will work closely and co-operatively with  ‘back office’ service employees, who will be the expert resource for complex enquiries which require greater detail, or which are outside the scope of the front office function.  

Key Objectives

To deliver to a high quality standard and consistent approach to contacts with Norfolk County Council services. The Customer Service Centre will handle all services frontline enquires, and will aim to resolve 100% of all service requirements involving the provision of basic service and advice.

Position Statement (January 2004)

· A Customer Service Centre handling Social Services reception and referral calls, Trading Standards calls, and some handling of telephone and Website generated general enquiries.

· All Customer Service Centre employees have received induction, customer care training, and service specific training.

· Text phone is available (not SMS Text messaging).

· A set of 20 numbers have been reserved, which allows greater equality and equity of access across the county.

Targets 2004/2005

· A Contact Management System which allows employees to log details of customer queries will be in place and employees will be trained in its use. 

· Working to transfer an agreed set of services to include: - General enquiries (01603 222222), Street Lighting, Abandoned cars and Waste enquiries, Education general enquiries, Norfolk and Norwich Millennium library renewals, School transport, Adult Education, Cultural Services general enquiries, Planning and Transportation general enquiries,

· Implementation of agreed Customer Care Standards

Targets to 2007

· Working to transfer an agreed set of services, Highway Maintenance, School admissions, other services as required

· To investigate the use of SMS text messaging.

Responsibilities

The Operational Manager is responsible for the day-to-day management of the Customer Service Centre. The transfer of additional services into the Customer Service Centre is managed by the Service Improvement Manager.

Special Factors : Business Hours

Consideration will be given to extending the opening hours of the Customer Service Centre to meet customer expectation, within budgetary constraints. Consideration will be given to offer use of it to other organisations above basic information and signposting.

Special Factors : Electronic Document Management , Content and Customer Relationship Management 

In the short-term the Customer Service Centre and the Council Information Centres will log all customer enquiries onto a Contact Database or Departmental system so that NCC has a record of enquiries and can gain a better understanding of how customers use our services. The long-term vision is to introduce a customer relationship management system (CRM) and electronic document management (EDM) to support the future development of electronic services for our customers.

A content management system (CMS) is being introduced to hold information to serve all contact channels, integrating with or replacing existing CMS systems. The new system will provide a central source of information from all departments that will be presented on our website or intranet.  The information will be held in a structured way so that it can be searched easily and accurately.

The information store will help us answer our customers' questions more reliably and efficiently by making sure that we have access to the most up-to-date information about our services. It will make it easier to add new information to the website or intranet as no technical web training will be needed. The system will also have special editorial processes that will also help us manage the quality of our information.

No department will adopt a CRM, CMS or EDM system without permission from its Chief Officer who will:


· have responsibility for ensuring integration and compatibility with the corporate CRM system through reference to the Head of ICT,

· and ensure that the Chief Executive and the Head of ICT are fully informed of any proposed developments.

4 Face to Face

4.3 Council Information Centres

Delivery Strategy

Face to face contact will always be an essential part of Council services.  Its importance is acknowledged in the Government’s policies on social inclusion and in e-government strategies.

There is an agreed development plan to deliver nine Council Information Centres in partnership with District Councils and other organisations. These provide face-to-face contact and will staffed by dedicated Council Information Officers. 

For each Council Information Centre, Service Level Agreements between the County Council and relevant District Council will be drawn up to cover the following aspects to provide consistency and effectiveness.

Management and development of the Council Information Officers

Information management and enquiry handling

Development and publicity

Consistent and comparative performance monitoring

Key Objectives

Where possible customer enquiries will be handled immediately at the Council Information Centre.  However, enquiries that are more complex or take longer to resolve, they will be handled in line with the agreed Customer Care Standards and Service Level Agreements. 

Position Statement (January 2004)

· An agreed development plan for nine Council Information Centres across the county, which includes the re-launch of four existing centres.

· Three existing Council Information Centres at  Aylsham, Fakenham and Wroxham improved and re-launched.

· Two new centres in Gorleston and Norwich opened.

· Service Level Agreements agreed and in place for all five Council Information Centres.

· Shared management of the five Council Information Centres with five District Councils and one Town Council.

Targets 2004/2005

· Existing centre at Downham Market to be improved and re-launched in partnership with Borough Council.

· Two new Council Information Centres to be opened in King’s Lynn and Thetford.

· All seven districts to be involved in Council Information Centre development plan.

· A Contact management system which allows employees to log details of customer queries will be in place and employees will be trained in its use. 

· 60-80% of enquiries resolved without passing on.

· Implementation of Customer Care Standards to all Council Information Centres.

· Improved delivery of all Norfolk County Council Service information and access through the Council Information Centres.

· Performance monitoring established.

Targets to 2007

· One new Council Information Centre to be opened in Dereham.

· Performance monitoring continues.
Responsibilities

Overall responsibility of the Council Information Centres is with the e-Service Directorate. Day to day line management of employees is provided either by the District Council (Fakenham ) or by the County Council Library Service (Aylsham and Wroxham). Each Council Information Centre has a local management board responsible for its ongoing development and publicity.

Special Factors

As the most widely available and longest established Norfolk County Council public information access points, Norfolk County Council Libraries have a special role in the development plan for Council Information Centres.

Unless there is a better location or development opportunity within a community, the Council Information Centre will be located within the local Library. Council Information Centres will be locally responsive, and their business hours will be informed by the community requirements. (Within budgetary constraints)

4.3 County Council Service Access Points (other than Customer Service Centre and Council Information Centres)

Delivery Strategy

There will be an agreed hierarchy of access points for the public to contact the County Council. This will focus on the Website, the Customer Service Centre and Council Information Centres. Other points of access such as Libraries will provide a further network of single points of access. 

Key Objectives

To avoid duplication of resources in providing information and service access within a geographical area. A real focus on joint local service delivery, crossing service and departmental boundaries. To focus access to information and resolution of general enquiries through the Web, Customer Service Centre and Council Information Centres, and to provide a consistent quality approach to customer care.

Position Statement (January 2004)

· Progress is under to develop the Website, Customer Service Centre and Council Information Centres as joined-up service information and access points.

· There is limited progress on the development of joint service delivery locally.

Targets 2004/2005

· Review single point of access geographically and from a service perspective and agree a hierarchy.

· Agree an implementation programme to deliver the better focus of local access points.

Target to 2007

· Implementation of the agreed hierarchy and plan.

Special Factors

There will need to be a shift in the ways of working to enable this approach with more mobile and joint service delivery. 

4.3 Other Organisation Information Points

Delivery Strategy

Other organisations such as Town Councils and Community Groups are developing Information Points across the county. 

Many of these Information Points are being developed in communities that are not included in the County Council development plan for Council Information Centres. The County Council will support these Information Points, by providing them with quality information and contact points within the council.

Where Information Points are subsequently developed in settlements where there is a Council Information Centre (none planned at present), these will not be directly supported.

Key Objectives

To ensure that a consistent standard of access and quality information of County Council services is provided by other organisations.

To enable other organisations to get easy and efficient access to our information and contact points.

Position Statement (January 2004)

· A mapping exercise has been completed to identify existing or planned Information Points.

· A Support and Information Pack has been developed to assist other organisation and outlines: - Information sources, contacts for services, contacts for further assistance, available training and development, available marketing.

· Diss Town Council Information Point and Reepham Town Council Information Point are supported.
Targets 2004/2005
· Initial contact made with all Information Points.

· Five Information Points being actively supported and marketed.

· Citizens Advice Bureaux development co-ordinated with the Council Information Centre development plan, where appropriate.

Targets to 2007

· A further five Information Points supported.

· Approved Information Points using Contact Management System as used in the Council Information Centres.

Responsibilities

Overall responsibility to develop this channel rests with the Service Improvement Manager. Responsibility for co-ordination with Citizens Advice Bureaux rests with Trading Standards.  Each Information Point will be linked either to a Council Information Centre or local Library, whichever is more appropriate.

Special Factors

· There will not be direct financial support for other organisation contact points from Norfolk County Council.

· Establish the role of the library service, which is present in many of these settlements.

5 Telephone Numbering Strategy

Delivery Strategy

The Numbering Strategy will set a framework for the way telephone numbers are included in all internal and external publications, including directories, leaflets, web pages etc. The Numbering Strategy will also set the policy for how mobile phones and direct dial are to be used.

Key Objectives

To present the external telephone directory listings in an easy to use format so that users of County Council services get access to the services they need quickly and effectively, thus reducing misdirected calls.
Enquiries will be routed through the Customer Service Centre to employees who are appropriately trained to deal with them, so that the caller can receive a fast, professional and informed response.

Position Statement (January 2004)
Using the results from recent research and survey work it has been established that for the external directory: -

· It is difficult for the public to contact correctly the service they require as services are listed under Departmental headings, which are no easily understood by the public.

· There are too many numbers causing complete confusion for the users.

· The public ring the wrong numbers and then are passed around.
· The internal directory has been revised and a Web based and paper version is available. Although this still is set within a framework around the existing Department structures.

Targets 2004/2005

· Establish a Numbering Strategy for the County Council.

· Implement this externally over a rolling programme of directory updates.

· Revise the Internal directory.

· Establish a process for reviewing all printed material to ensure the Numbering Strategy is implemented. 
Targets to 2007

· Continue the rolling programme of external directory updating.

· Internally ensure all stocks of printed information, leaflets, adverts etc reflects the Numbering Strategy.

· Implement a single set of twenty numbers for external public contacts.

Responsibilities

The development and implementation of the Numbering Strategy is the responsibility of the Service Improvement Manager.

The Corporate Communications and Marketing Manager will have responsibility for managing the internal/external telephone directory and ensuring compliance with the protocols governing its compilation and updating.

Special Factors

A set of 20 numbers has been reserved, which allows greater equality and equity of access across the county. Some of these 0844 numbers have been already allocated to services, and this will need to be included within the development of the Numbering Strategy.

6 Letter, Fax and e-Mail

Delivery Strategy

Letters, fax and increasingly e-Mail form a significant part of the Council’s contacts, both internally and externally. Standards that can be communicated to, and recognised by citizens are important for the branding of the Council and the image it portrays.

When Electronic Document Management is introduced, letters, e-Mails and fax will be rerouted in stages via the Customer Service Centre where simple enquiries and fulfilment will take place and more complex correspondence will be forwarded to the appropriate Council employees. 

Key Objectives

To deliver a responsive service via letter, fax, e-Mail and other printed material, of a consistent quality with other channels and to an agreed set of Customer Care Standards. 

To encourage customers to use channels which will provide a fast and efficient response to basic enquiries.

Position Statement (January 2004)

· The Customer Service Centre is handling Trading Standards correspondence.

· Departments have their own standards for handling written correspondence, these standards are inconsistent across the council.

· There are a set of agreed accessibility and branding standards for written communication, which are largely adhered to. There are no e-Mail standards.

· The content and quality of e-Mail replies varies across the council, and some e-Mails enquiries from the public do not receive a response at all.

Targets 2004/2005

· The process for internal mail will be reviewed to ensure that mail is forwarded internally in a manageable timescale that enables the implementation of the Customer Care Standards. 

· Business stationery will be reviewed to ensure optimum contact through the Website and Customer Service Centre, where this is appropriate.

· Implementation of Customer Care Standards regarding timing and quality of response to letters, fax, e-Mail and other printed material will be implemented.

· Employees will, where appropriate and possible, use electronic correspondence.

Targets to 2007

· Electronic Document Management

· Review how external mail is handled.

Responsibilities

Departmental Service Improvement Managers will have the responsibility for monitoring compliance with letter, fax and e-Mail standards within their departments.

Special Factors

Need to recognise that written letter and fax communication will remain a requirement for some legal and accessibility reasons.

7 Customer Care Standards

Delivery Strategy

The Customer Care Standards provide a minimum set of standards to be implemented across the authority, whilst recognising that due to the diversity of the organisation they must provide local or service flexibility.  No set of standards can ever provide a watertight guarantee but they try to ensure consistency of quality no matter how our customers both external and internal, choose to contact us.  The implementation of the standards will be set up as a project, with start and end dates, some key tasks, and clear responsibilities.
Position Statement (January 2004)

A set of draft Customer Care Standards have been developed and piloted with a number of service teams across the authority and consultation has been held with key groups. The Customer Care Standards require formal approval.

Key Objectives

To ensure the public receive a consistent approach to customer care across the council. To implement the Customer Care Standards across Norfolk County Council, and to ensure employees meet the minimum requirements of the standards.

Targets 2004/2005

· Formal County Council approval of the Customer Care Standards.

· Implementation of the Customer Care Standards.

· Establish performance monitoring data to assist with the development of the standards.

Targets to 2007

· Customer Care Standards reviewed and where appropriate minimum standards stretched in line with capacity to deliver and customer aspirations.
· Continue performance monitoring.

Responsibilities
Departmental Service Improvement Managers will have the responsibility for monitoring compliance with Customer Care Standards within their departments. 

Special Factors

Work needs to be undertaken with District Councils on joint customer care standards for Council Information Centres for consistency. These standards do not apply to schools. These standards will apply to strategic partnerships and other organisations who provide services on our behalf.

8 Communications and Employee development

Delivery Strategy

Communicating the Contact Strategy, both internally and externally, is critical to its  success.  A key aspect of this is not merely to communicate, but also to educate, and this will underpin the culture change necessary to implement the Council’s future plans.  The Contact Strategy will be embedded into working practices, by induction, training, appraisal and performance measurement. All employees who have regular customer contact will be given consistent training in call handling and customer service skills.

The success of the Contact Strategy will be measured by management information, mystery shopping, external and peer review, benchmarking with external organisations, and by seeking the views of the Citizens’ Panel, the results of which will be communicated back to employees.

Key Objectives

To ensure that the aims and principles of the Contact Strategy are understood and implemented by all County Council employees and appropriate partners. To ensure that employees will receive appropriate training to fulfil their roles and the requirements of the Contact Strategy. To ensure that customers understand the different ways they can access information and service from the County Council and the benefits of using the most appropriate ones. 

Position Statement (January 2004)

· Communications and Marketing Strategies are being implemented.

· Currently in progress is the development of a co-ordinated development plan for employees with regular customer contacts.

· Development plans for the Customer Service Centre and Council Information Centre employees is in place.

· Planning work has started so that the County Council can partake in a national project that will look at how people access council services and how their behaviour is changing to use new ways such as the Website.
Targets 2004/2005

· Implement the development plan for all customer facing employees, and continue the development of the CSC/CIC employees.

· Implement the Marketing Strategy tied into key milestones.

· Establish a baseline on channel shift and awareness.
Targets to 2007

· Using the baseline establish a set firm targets on channel shift and awareness.
Responsibilities
Corporate Training and Development will be co-ordinating the employee development plan. The Service Improvement Manager will oversee the County Council input to the national project.
Glossary

All definitions are given within the context of the Contact Strategy

	Accessibility standards – Standards to ensure that web pages are designed to suit the needs of a disabled person.

	Back office Detailed delivery of specific services by specialists. 

	Business Link- A national business advice service in the UK, comprising independent Business Link organisations for each geographical area of the country.

	CABx – Citizens Advice Bureaux.

	Channels – Different ways to contact the Council e.g. telephone, Web, face to face, letters, fax. These are all channels.

	Channel shift – Encouraging citizens to use different ways to contact the Council.

	Citizens Panel – Standing Panel of 7,000 Norfolk residents who have agreed to be consulted about service improvements.

	Community Legal Service – Government body ensuring that people can get information and advice about their legal rights and help with enforcing them.

	Compliments and Complaints Policy – Policy detailing how Norfolk County Council responds to, and deals with, compliments and complaints. 

	Confidentiality and Data Protection – Protecting peoples privacy when sharing data.

	Contact management database – A system to record enquiries to the Council to provide a history of contacts and reports for management use  

	Content Management System (CMS) – Electronic system to manage content of a website.

	Corporate Information Security Policy – Sets out the policies for handling all types of information in a secure ways.

	Corporate Retention Schedule – Document setting out the length of time Council Departments retain specific classes of documents.

	Council Information Centres (CIC) – Face to Face points of access for information on Council Services – provided in partnership between NCC and District Councils. 

	Council Information Officers – Employees who work within the Council Information Centres and provide information and guidance.

	Customer Relationship Management (CRM)– A system which allows an organisation to record and manage every aspect of their relationship with their customers. Information about customers is acquired from various sources and brought together in a joined up and integrated way.

	Customer Service Agents – Trained frontline employees receiving and dealing with calls and enquiries in the Customer Service Centre.

	Customer Service Centre (CSC) – A central point of contact primarily telephone including email, post, fax and text phone (not SMS messaging) with agents skilled across several services.

	Digital Interactive TV (DiTV) – Digital Television with interactive facility e.g. allowing user to vote, send messages etc

	Digital divide – The gap between those who have not and those who have  problems accessing services because of lack of funds, geographical location, opportunity etc . Electronic access to services via a computer continues to widen this gap or divide.

	Disability Discriminations Act (DDA)-UK legislation protecting people with disabilities from discrimination.

	e-government – Government objective of  making all public services available electronically , where appropriate, by 2005.

	e-government strategies – aims and objectives of delivering local government electronic services.

	e-service directorate  - Norfolk County Council department leading the delivery of the e-service programme across the Council

	Electronic document management system (EDMS) – System for  copying, storing and managing electronic documents through their life cycle.

	FIMS – New corporate financial system replacing the NORBAS system.

	Freedom of Information Act – Legislation defining the right of access to information – coming into effect in January 2005.

	Front office – First point of contact for the public with services of the Council.

	Handoff – Point at which the Customer Service Centre / Council Information Centre needs to pass the responsibility of the enquiry to the service department to handle due to the complexity of the enquiry. 

	Health and Safety – Legislation to ensure all risks are minimised.

	INTRAN - The name of the organisation created by the County Council to provide interpretation and translation services throughout Norfolk.

	LAWS – Local Authority Websites – one of the E-Government National Projects which is working to create a template for local authority websites – one of the products is the Local Government Category List (LGCL) which forms a list of subject categories common to all local authorities. 

	Local Government Category List (LGCL) – see LAWS

	Marketing Plan-  A written document containing a description of the Council’s  marketing strategies for promotion of services.

	Medium Term Plan – 3 year business plan for Norfolk County Council

	Metadata -  ‘information about information’ A metadata record is a ‘label’ that is applied to each piece of information, making it easier to find and easier to manage.

	Metadata standards – Standards to ensure metadata is applied consistently.



	National e-government targets – National government targets in delivering services electronically (measured by Best Value Performances Indicator (BVPI) 157)

	NCC Equality of Opportunity Statement  - The main part of the statement :-

”It is a fundamental principle of our policies that all people are equally valued regardless of their gender, age, disabilities, race, ethnic origin, language, religion or sexual orientation.”

	Norfolk Portal – A search engine that looks up information on web pages on NCC and the District websites to find relevant information across all Norfolk Authorities to provide joined–up information. 

	Numbering Strategy – Publishing contact numbers for NCC services in a way to  make it easier for the public to understand. 

	Outlook ‘Out of Office’ – Facility within Outlook E-mail system to enable automatic replies to incoming messages while out of the office.

	Recorded Announcement Device – Automated message that the customer hears when first contacting the Council.

	Service Improvement Managers (SIMs) – Managers in Service Departments who have a responsibility to focus service improvements around the customer and also to develop best practise across the Council.

	Service Level Agreements – An agreement between service owners and front- office service deliverers (customer service centre) setting out the quality of service delivery. 

	Services on-line – Those services offered electronically via the Internet.

	Single point of contact (or access) – The ability to access services of multiple agencies and departments through a single person or location.

	Social inclusion –The process by which efforts are made to ensure that everyone, regardless of their experiences and circumstances, can achieve their potential in life. 

	Support and Information Packs – packs supplied to information points ( which are not delivered directly by Norfolk County Council) to support information needs about NCC services. 

	SMS text messaging – Written messages sent by mobile phone.

	Textphone – Written communication via phone lines using a touch-type device.

	Transfer Process – Stages that enable service areas to migrate into the Customer Service Centre, Council Information Centres and Website.


Appendix A

Norfolk County Council

Customer Care Standards

These standards have been produced following feedback and data collected as part of a pilot project.   The standards (as would be published) are set out below in the left hand column (standards have S numbers for reference).  Notes for staff are in the right hand column (N numbers for reference).

This layout is not indicative of the final format.

	Norfolk County Council is committed to providing the efficient and effective delivery of first class services to all its customers. We aim to deliver services in an inclusive and fair manner, without discrimination, prejudice or bias.


	N1 The customer care standards will help to give us a consistent approach to the way we treat our customers, but they can't cover every situation.  The main principle is to respect everyone equally, while recognising that they have different needs.  We should use common sense and treat people the way we would like to be treated ourselves.

N2 These standards have been designed mainly with external customers in mind (such as members of the public), but we should also use them, where appropriate, for internal customers (such as other staff) as well.




	We aim to deliver the following standards whenever and however you contact us. This includes services which may be provided by us (Norfolk County Council), or by another partner or agency on our behalf. We aim to try to ensure that partners and other agencies also deliver services to a similar high standard.

We want to:
· Be polite and treat you with courtesy, fairness, honesty and respect

· Make sure that services are accessible to everyone

· Listen to you carefully and use plain English when we speak or write to you

· Explain our decisions and the reasons for them

· Respect confidentiality
	N3 There is plain English advice on the intranet at [web address] and training courses are also available.

N4 There will be some limited situations when we may not be able to maintain confidentiality - teams need to agree what those circumstances are.  Staff also need to be aware of Data Protection legislation - guidance is available at [web address]


	We will do our best to provide services and information in ways that make them accessible for everyone, including the provision of:

S1 An interpreter face to face or over the phone, including a British Sign Language (BSL) interpreter

S2 Information in a number of formats on request - for example, audio tape, Braille, large print or an appropriate language - as quickly as possible

S3 A text phone (minicom) number

S4 Public meetings in accessible venues and the use of an induction loop or other suitable system for deaf and hard of hearing people.

S5 Our aim is to have contact details provided in all our public documents.


	N5 Please refer to the Council document 'Accessibility Matters' (available on the intranet at [web address]) for more details about how to make information accessible.  INTRAN is the name of the Council translation and interpretation service and free training is available to all frontline staff (ask your manager).

N6 Minimum contact details on public documents should include the NCC website address, a service telephone number and the standard Intran information



	If you contact us by telephone:

S6 We will aim to answer your call within 15 seconds and if your call is in a queue we will try to keep you informed by recorded progress messages while you wait.

S7 We will greet you courteously and let you know which service you are through to

S8 Wherever possible a person, not a recorded message, will answer your call during the normal working hours of the office or service you are calling (these vary and there is a full list on our website at norfolk.gov.uk)

S9 If a person is not available, we will use voice mail or answer phone and check these regularly so that we can respond

S10 If we have to pass on your call, we will try to make sure it goes to the right person and we will explain your call to them before we pass it on

S11 We will take any messages with care and hand them on without delay

S12 We will try to give you a full answer to your telephone enquiry immediately, or respond within 3 working days.  If we can't answer you fully within that timescale, we will give you the name and telephone number of the person who is dealing with your enquiry and the date by which we hope to give you a full answer.  Mostly we expect to give a full answer to enquiries no more than 10 working days after you contact us.

S13 When we call you, we will give you our name, tell you we are calling from the Council and explain clearly why we are phoning


	N7 Greetings must include a salutation (eg good morning) and service name (eg social services).  Policy on giving staff names will be agreed within departments

N8  'Normal working hours' will be defined by each service and publicised, for example on the Council's website.  Teams should also consider whether they can provide a better customer service by using an answerphone or recorded message out of hours (eg giving opening hours)

N9 All staff must make sure that if they are not at their desk or workstation, their phone is picked up or forwarded to another person who can answer it.  If staff are away for unforeseen absences, such as sickness, colleagues must ensure their phone is forwarded.  If the use of an answerphone or voicemail cannot be avoided during normal working hours, messages must be checked at least twice a day and responded to immediately.

N10 Take care when handing over a call and tell the caller you are passing him/her on to another person.  No calls must be transferred without speaking first to the member of staff they are being given to.  Tell them who the caller is, why they are calling and whether they have already been transferred from somewhere else. 

The aim is to minimise the number of transfers for a caller - if you feel they have been passed around too much, offer to get someone to call them back rather than try another transfer. Don't forget that the response time clock starts ticking as soon as the enquiry is received, so it is important that transfers are fast and efficient.

N11 Take messages with care and hand them on without delay.  Responses to phone calls can be made by letter, e-mail or fax, as well as by phone.

N12  The use of mobile phones varies considerably between services (for example giving mobile numbers to customers).  Follow your own department's guidelines.  For mobiles given to external customers, these customer care standards should apply.  There are no standards for text messaging at the moment.


	If you contact us by letter, e-mail, text phone (minicom) or fax:

S14 

Letter or fax - we will try to give you a full answer as soon as possible.  This should be no more than 5 working days after you contact us.  If you can give us a phone number or e-mail address to respond to, it could help to speed up our reply 

E-mail or text phone - we will try to give you a full answer as soon as possible. This should be no more than 3 working days after you contact us

S15 If we can't answer you fully within those timescales, we will write and let you know we are dealing with your query and give you the name and telephone number of the person who is doing this

S16 Mostly we expect to give a full answer to enquiries no more than 10 working days after you contact us
S17 We will not always be able to give you a full answer in 10 working days - for example with some complex enquiries or where we need to make a visit or request information from someone else.  If so, we will keep you informed of what we are doing, including the date by which we hope to give you a full answer

S18 We will use plain English and printed text in typeface Arial 12 point size or larger.


	N13 The timescales refer to the time it should take for the customer to receive a response (so normal post times are included for letters).   Responses to letters, e-mails and faxes can be made by telephone as well (keep a record of phone call responses eg make a note on the customer letter or log it on any electronic system you are using)

N14 Services should develop a standard template for responses and corporate guidelines are being developed.  Teams should also consider the use of generic/service e-mail boxes, which offer some advantages in customer care (for example they can be checked regularly, provide automated acknowledgements, avoid the problems of absent staff and reduce the number of personal e-mail addresses in external use)

N15 An enquiry is said to be completed when both the customer and the member of staff agree that it has been. In a minority of cases it may be that we are unable to completely satisfy a customer’s request (for example because resources may not be available, it would be against a specific Council policy or even against the law)

N16 Take care with the style and tone of e-mail responses to customers.  A more chatty style is not always appropriate in a work context and your response should sound friendly but professional.  The Outlook 'Out of Office' facility should be used by staff on e-mail, at least for absences of more than half a day.




	If you visit us:

S19 We aim to see you within 5 minutes of your appointment time.  It is very helpful if you arrive a few minutes early and let us know if your are delayed or have to cancel

S20 If we are delayed, we will explain why, tell you how long you may have to wait and give you the option of coming back on an alternative day and time

S21 We will provide a clean, tidy and comfortable waiting area, with information about our services and, where possible, facilities for children

S22 Whenever possible, we will provide a place to discuss matters in private, if you wish


	N17 We should aim to apply the same standard for those people who arrive without an appointment, whenever possible.  We can help people who visit us by making sure they know the exact office location (and providing a map if necessary)

N18 At County Hall, visitors will arrive at the main reception desk first.  Reception staff there will contact the relevant service, but cannot escort people to other parts of the building.  The time taken to collect a visitor and escort them will count towards the five minute standard.




	If we visit you:

S23 We will normally agree a time with you in advance and if not, we will be happy to return at another time if  our visit is not convenient,  If necessary, we will let you know as early as possible if we are delayed or have to cancel the visit.

S24 We will say who we are, where we come from and why we are calling.  We will show you our identity card before you invite us in.  We will give you the opportunity to make a phone call to check our identity before we come in.

S25 Please do not let anyone into your home unless you know them or have checked their identity card.


	N19 Staff must show a current and approved identity card and encourage new customers to ask for it.  Teams should consider whether they offer customers the option to make a checking phone call to the office before letting staff in.  The Council's Cold Calling Protocol may apply in some circumstances.

N20 If a visit does not take place for any reason, try to rearrange it as soon as possible, if it is still needed

We should also try to apply these standards when we visit organisations




	Comments, compliments and complaints about services:

We welcome all comments about our services and use them to improve the way we do things.

To help us respond we will follow the Norfolk County Council corporate Compliments and Complaints scheme - for more information see our leaflet or visit our website at www.norfolk.gov.uk

In some cases we have a legal duty to follow a different procedure (for example for some circumstances in our Education and Social Services).

We will:

S26 Pass comments and compliments on to the officers concerned as soon as possible

S27 Register complaints made by letter, e-mail, fax, phone or in person

S28 Send an acknowledgement by letter or e-mail

S29 Respond to all complaints in writing within 15 working days

S30 Take unresolved complaints into Stages 2 or 3 of the complaints procedure and acknowledge them within a further 5 working days

S31 Send a full response within a further 15 working days


	N21 For further guidance refer to the Compliments and Complaints Policy – adopted on 1 September 2003




	Your responsibility:

Norfolk County Council, our partners and agencies working on our behalf, do not tolerate abusive and violent behaviour against our staff.

These circumstances are very rare but our staff are not expected to stay in situations where they:

feel threatened either verbally or physically

fear for their own safety, that of colleagues or members of the public


	N22 Staff should seek more guidance from departmental protocols.  

N23 In appropriate cases the Council will take legal action on behalf of staff
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