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Customer Care Policy 
 

Introduction 

This document has been designed to provide policy guidance to support the delivery of good customer care at Tollymore National Outdoor Centre (TNOC).

 

The content identifies the challenges faced in consistently providing good quality services and outlines practices and procedures that will deliver a consistent and high quality service to visitors to the centre, course participants and others.

  

Aims and Objectives  

For the purpose of this document, it may be useful to identify the key aims of TNOC:

 

· To increase the numbers of people participating in a range of adventure sports, such as mountaineering, canoesport, mountain biking and orienteering

· To increase skill levels in these sports

· To train and assess leaders, coaches and instructors in these sports

· To be an example of best practice in the provision and management of adventure sports

TNOC aims to deliver an excellent service to all its customers, provide easy access to information and a choice of access channels to the courses and facilities that it provides. Providing a choice of access channels ensures the customer can access the centre when they need and in the way they want. This can be: face to face, telephone, fax, letter, e-mail, web-site or text message (SMS).

To achieve this aim, TNOC will strive to provide quality services.

 

These policy guidelines will assist staff with delivering high quality services by adopting practices, procedures and principles to deliver consistency, resolution at first point of contact and continuous service improvements.

 

Objectives
The objective of this document is to highlight the quality standards adopted by TNOC and identify principles and practices to deliver high quality services.

  

What is Customer Care?  

A customer is anyone who visits the centre, attends a course or approaches a member of staff, for support, information or advice. Customers can contact the TNOC by telephone, letter, e-mail, SMS, fax, web-site or face to face.  Residents in the centre can be given information at briefings, on notice boards and by front of house staff.
The quality of the service should be consistent and not be dependant upon whoever responds to their enquiry.

 

We are all here to provide a service. Customer care is about treating other people the same way you would like to be treated. People want effective course administration and delivery, timely and appropriate information and efficient administration and we must strive to meet these demands.

 

Customer care means providing good quality services in a friendly, efficient and helpful way, continually striving to improve services, by ensuring good communication and a positive attitude to customers.

 

Generally customers will request information about the centre, award schemes, use of the facility or how to book a course. In all our dealings with people, customers have the right to be treated with dignity, respect and courtesy.

 

Always:
· Provide transparency; be open and honest with customers.

· Offer choices, if possible
· Provide consistent information, regardless of how the customer chooses to contact (letter, fax, email, SMS, etc. the same information should be available).

· Give clear concise details and be prepared to explain.  Where you are unable to assist, take the customers details and forward them to the appropriate colleague for response, advising the customer of your plan of action.

 

Customer Care Principles  

The foundation for delivering quality services and projecting a good image is to adopt standards that will form a baseline for an approach to delivering professional customer care.

· Be attentive, polite and courteous.

· Be honest and fair in dealing with customers.

· Ensure that all published information is correct.

· Respond quickly to requests for information.

· Record, monitor and publish complaints and compliments.

· Explain our services and keep the public informed of what is happening.

· Ensure complaints are dealt with openly and fairly.

· Actively seek the views of customers and staff.

· Consult and survey customers on a regular basis.

· Review our customer and staff care commitments.

· Share good practice.

 

Highlighting areas of good practice
Customers are not all external, we are all customers of each other and internal customers should be treated in the same professional and courteous way as outlined above.  There are many areas of good practice in TNOC. It is important that these are highlighted and shared amongst staff.  Do not be shy about promoting good practice.

Service Standards   
The customer care standards and targets need to be reviewed regularly and new standards set as required, so that we can continue to improve services to customers. In order to do this effectively, all staff are encouraged to contribute to this process. Service Standards will continue to be developed and publicised. 

The standards should include the Centre’s commitment to customers

 
Standards must include:

· Waiting and response times to telephone calls, correspondence and callers.

· Commitments and service standards appropriate to the service provided to customers.

· Reliability and punctuality standards.

· A publication date showing when leaflets are produced.

· The use of plain and simple language.

· The correct use of TNOC logos.

· The correct use of fonts, capitals and council specific terms in line with the relevant Sport NI guidelines.

 

Service Delivery  

Consultation and feedback on service standards and course delivery will take place to ensure that a process of continuous improvement takes place.
 

It is appropriate for this consultation and feedback to take place on an on-going basis to improve service delivery and monitor the quality of the service provided to course participants and others who contact the centre.
 
Staff will be trained and equipped to help the customer with their enquiry without having to refer them elsewhere and will focus on pursuing the customer’s problem to the point of resolution, regardless of which access channel/s the customer uses.

 

The Centre’s response must be the same regardless of the access channel customers choose to use. This can be face to face, letter, telephone, fax, e-mail, SMS or via the web site. The Centre will provide adequate staff resources to respond to enquiries by each means of access and to ensure all information provided is consistent and up-to-date regardless of the channel used.

 



Monitoring  

Monitoring has become a fundamental part of the provision of good quality customer services and customer care. It demonstrates how well we deliver what we do and how we can improve.

 

Monitoring enables us to develop core competences in managing our relationship with customers. It highlights areas that need attention and provides feedback that is essential for future development.

 

We need to set targets and demonstrate how those targets have been achieved.  Customer feedback will provide the basis for monitoring the standards set by the Centre. 
 

Useful pointers:

· Understand the needs and behaviours of customers who use the Centre.

· Monitor achievements against objectives.

· Use feedback to shape services.

· Focus resources to be effective in delivering quality services.

· Measure satisfaction.

· Identify service failings.

· Capture and record customer information.

· Ensure systems are integrated to support the flow of information to enable efficient monitoring, review and change..

· All front of house services will be monitored.

 

The Centre is an approved Northern Ireland Tourist Board (NITB) provider – the NITB that has in place an arrangement for mystery shopping. This takes place on an occasional basis. Mystery shopping is a quality monitoring and efficiency saving exercise that tests e-mail, telephone, web and face to face services. Feedback from the annual mystery shopping exercise will be communicated to the centre manager.
 

Customer Complaints and Comments  

Complaints
 

TNOC is keen to hear the views of customers. We are a small, but diverse organisation and sometimes things do go wrong.

 

It is our responsibility to listen to customers, apologise if we do get things wrong and take action to ensure such issues are not repeated.

  

Comments
 

We need to listen when people say things are going well or make suggestions about the way we deliver services.

 

Comments and suggestions are a valuable source of feedback on service delivery. These should be recorded via the Customer Comments Form.

  



Practices and Procedures  

Contact with customers can be in person, by telephone, letter, fax, web-site, e-mail, text message (SMS) or through the media. All communication with the media/press should be made via the Sport NI’s Marketing Department.
 

Image and Branding
 

When communicating with customers by letter or in printed materials, always ensure the correct logo is used. If you are unsure about design, print and logo standards you should check with Sport NI’s Marketing Department
Improve Responses to Communication:
 

It is unnecessary to write paragraphs when a sentence can be used to deliver the same message.

· Stop and think before you write. Make a note of the points you want to make in a logical order.

· Imagine you are talking to the customer. Write in a tone and style that suits them. Be sincere and personal, but do not patronise.

· Get to the point quickly – the beginning must be of interest to customers and give them the incentive to continue.

· Do not use jargon unless the customer will understand it. Avoid technical words. Explain any technical terms you have to use.

· Keep your sentence length down. Try to stick to one main idea in a sentence. Be punchy.

· Be direct – for example, say ‘I will do it’ and not ‘it will be done by us/me’.

· Be clear – do not waffle or stray from the main point or message. Make sure the words or phrases you use are not vague.

· Promote the right image – design helpful leaflets and forms.

· Read and check everything you write. Is the grammar correct? Does it read clearly? Will the reader understand?

· Use your spellchecker, ensuring it is set to UK English.

 

Dealing with Correspondence
 

Do not put off until tomorrow what can be achieved today.

· All correspondence must be responded to within five working days. If a full response is not available you must send an acknowledgement to the customer outlining any progress made, why there is a delay and give the name and contact details of who is dealing with the query. Provide a new timescale for a full reply, ideally within two working days of receipt.

· Use customers’ names when known, for example Miss/Ms/Mrs or Mr rather than Sir/Madam. Where you personalise the letter by using a name you should sign off with ‘Yours sincerely’. Where you address the letter with Sir/Madam the sign off should be ‘Yours faithfully’.

· Avoid jargon, technical language and abbreviations.

· If you are going on annual leave or will be away from the office for an extended period of time ensure your ‘Out of Office Assistant’ is switched on with an appropriate message – provide an alternative contact for enquiries addressed to you.

· Avoid the use of impersonal standard letters wherever possible.

 

Dealing with E-mails
· When sending or replying to an e-mail ensure you adhere to the Sport NI email policy
· Before going on leave, use the out-of-office assistant facility, explaining where help can be obtained whilst you are away. Ensure that you display the dates you will be absent.

 

Be mindful that Sport NI’s e-mail system is primarily for business use.
 

Answering the Telephone
 

All internal calls must be answered with your first name, for example:

· Hello / Good Morning / Good Afternoon.

· Sam Speaking.

 

All external calls must be answered with ‘Good morning / afternoon, Tollymore National Outdoor Centre, Sam speaking.  You may also choose to ask the customer ‘How may I help you?’  Whether you choose to ask this, or not, it must be the theme of your conversation i.e. one of a willingness to help the customer.
· Telephones should be answered within ten seconds of ringing – 4 rings.

· Where you are unable to help the caller straight away, you should take the customer’s name, address and telephone number. Tell the caller when you expect to come back to them, for example within 30 minutes, with a response or, alternatively, ensure that the appropriate staff member contacts them.

· If you are going to be out or unavailable, make suitable arrangements to deal with telephone queries. Use voicemail or divert your calls to an appropriate staff member.

· Keep a notepad by your telephone and offer to take a message if you are answering a call for someone who is not available or help them yourself.

· Try to resist the temptation to interrupt, and ask the caller to repeat a message if you do not understand it.

· Don’t be afraid to say no.

 

Use of the Web-Site
 

The Centre’s website, www.tollymore.com  is a key source of information for customers. Each staff member with responsibility for an area of course delivery has the responsibility to update their section of the website, in line with Marketing Department policy and guidelines, and to ensure the information posted is accurate and up to date. 
  

Information and Communication
 

In order to provide good customer care, staff must be aware of information available regarding TNOC. The more knowledgeable you are the better service you can provide to customers.

  

It is essential that information is passed to staff throughout the centre, as appropriate and it is important that a slot is set aside at regular staff meetings for information sharing. It is also the responsibility of all staff to read TNOC policies and procedures and to be aware of material such as the website, programme of courses and information sheets.  

 

A range of information is available within the centre to course participants and other centre users.  This information is to be accurate and up to date.

Disciplinary Procedure
 

Customer care is an important part of the work of all the staff at TNOC. It will be an important part of everyone’s work targets and performance review and as such performance in this area will be managed in accordance with the normal management systems at SNI.
  


