
 
 

  
 
 
 
 

 
 

One Stop Centres – Our Standards 
 

We will aim to deal with your enquiry within 15 minutes of you 
entering the building. 
 
We will give you a survey form to record your opinion of the service 
and we will give you the opportunity to say how the service should 
be developed. 
 
The One Stop Centres will be accessible, clean, presentable and 
pleasant to use at all times. 
 
We will wear name badges so you know who we are. If we have to 
pass your enquiry to a colleague, we will give you their name. 
 
We will be courteous and helpful. We will listen to you and deal with 
your enquiry efficiently, quickly and fairly. 
 
We will communicate with you using language that is clear and 
easy to understand. 
 
If you need to discuss a sensitive or confidential issue, we will 
arrange for you to be seen in private. 
 
Council leaflets and information can be made available in other 
languages, large print, audio tape, or Braille, as appropriate. 
 
We will arrange an interpreter for you, by appointment, if English is 
not your first language, or if you use British Sign Language. 
 
We welcome and encourage your feedback and will try to resolve 
any complaints on the spot. Where this is not possible, we will 
acknowledge your complaints within three working days and 
provide a full response within 15 working days. 
 
We will acknowledge emails to publicly advertised email addresses 
within one working day and provide a fuller response as early as 
possible, but certainly within 10 working days.  
 
We will answer your telephone calls promptly and professionally 
(calls are handled by the Contact Centre). 
 
We will respond to your written correspondence within ten working 
days.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 

 
 
 


