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OUR CUSTOMER SERVICE POLICY

Florence Nightingale Hospice Charity and Florence Nightingale Hospice Shops are committed to providing high quality services and delivering high standards of customer service. As a customer of Florence Nightingale Hospice Charity you have the right to be treated fairly and considerately when using any of our services whether in person, by phone, in writing or by email. These standards outline the level of service you should expect and gives you the opportunity to challenge us if we do not deliver them.

Our promise

We are committed to promoting access to our fundraising and shops and offering choice wherever possible in the services we provide and the way we deliver them. Staff are responsible for providing an efficient, caring and professional service.

We will deal with you as an individual and ensure that you are treated fairly and equally regardless of age, sex, race, religion, disability or sexual orientation. 

We promise to: 

· Act in a professional manner and be polite and welcoming at all times

· Understand your needs 

· Meet your expectations wherever possible and explain when we cannot 

· Treat you as we would expect to be treated ourselves 

· Respect confidentiality 

· Provide a quality service and work continually to improve this service 

· Wear name badges at all times

· Listen to you and ask for your views

· Accept your right to complain and guarantee a full investigation and considered response. 

We would like you to:

· Give us the information we need to help you.

· Treat all our employees appropriately and with respect.

· Help us to improve by giving us your views and suggestions.

Our commitment is to:

· Answer the phone within 6 rings

· Avoid using answer-machines during working hours.

· Return your call within one working day if you have left a message.

· See you within 15 minutes of an appointment time, but if we can’t we will explain why.

· Acknowledge complaints within two days and respond within 20 days.

· Acknowledge and respond to financial donations within 10 working days.

· Communicate in plain language.

· Display opening times at reception and at all shop premises.

· Provide comments cards in shops and monitor your feedback.

· Publish our customer service standards and our performance against them.

· Have well-trained and confident staff that have the skills and knowledge to do the job.

How will we monitor this policy?

· Make it easy for you to make a complaint, comment or suggestion.

· Monitor complaints to ensure we learn from our mistakes.

· Publicise our customer standards and performance on our website.

· Train and support our staff in providing better customer service.

· Use customer surveys to regularly gather customer feedback.

Breakdown in our Service

If at any time we are unable to fulfil our commitment to you, we will provide local notices along with information on our website (and in the press if appropriate) to keep you informed of the reason, any action being taken and progress towards resuming a normal service.

If this is due to a critical event, the Chief Executive and the senior management team will meet to monitor the process and the situation as it develops, taking any necessary action and adapting any preventative measures if at all possible.

Where you can find out more

· If you would like to make a comment, compliment or complaint about the Charity or the Shops, please contact the Chief Executive on 01296 429975 or email patdodge@fnhospice.org.uk
· See our website at www.fnhospice.org.uk to download the Complaints Policy and Complaints Procedure and to see how we are doing.
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