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LACORS Customer Service Charter

The LACORS Customer Service Charter sets out the services you can expect to receive as a customer of LACORS.

Our Customers
LACORS provides advice and guidance and contributes to developing local government policy, to help support local authority regulatory and related services that include trading standards, food, animal health and welfare, alcohol and public entertainment licensing, gambling, civil registration services, health and safety enforcement, environmental protection and private sector housing. To do this LACORS works with a wide range of stakeholders – our “customers”
Our Charter is for all customers who deal with LACORS, namely local authority heads of regulatory services; front line officers; elected members; officers from central bodies; staff and officials from partner organisations such as central government departments and professional bodies. Individual businesses and members of the public should contact their trade association or local authority.

LACORS Vision
“To be an exemplar local government organisation, leading on policy development, driving improvement and adding value to regulatory services”
The Service you can expect from us

To achieve our vision we aim to provide services that are:

· Professional and courteous at all times

· Timely and accessible

· Accurate, based on information available at the time that advice is provided It is not necessarily comprehensive or complete and is subject to revision in light of further information and changes in legislation.
To enable us to do this we are committed to:

· Communicate with you what we are doing and why we need to do it 

· Advising you of progress of any work we are doing for you at appropriate times 

· Always use our names when communicating with you so you can contact us easily

· Refer you to another organisation when the services are not with our remit, who maybe be able to provide the services you require 

· Engaging with you by consulting on our service plans and performance

· Considering carefully customer feedback to help drive improvement.

LACORS is also committed to the principles and practices of Equality and Diversity in employment and service provision.  LACORS will work towards creating an environment that is free from inequitable and unlawful discrimination and harassment based on people’s different characteristics.

LACORS believes in openness and a good deal of information is readily available on the LACORS website. Although LACORS is not subject to the Freedom of Information Act the organisation aims to uphold the spirit of the legislation.  Certain communications and information are only produced for local authorities.

Our Response Commitment
We are committed to ensuring that stakeholders are able to access and locate information on our website (www.lacors.gov.uk).  We will actively develop service excellence to meet needs and expectation of our customers and give value for money.

Furthermore we are committed to responding quickly to direct requests for service. We will respond to written requests for service (letters, faxes, emails) within 15 working days or, if this is not possible, such as when guidance is being developed with other government departments, we will acknowledge the request explaining what we are doing and giving an indication of how long this may take.  You will be advised if a member of staff is away and given the option of contacting another member of staff, and the 15 working days will commence on their return.  

Our phones will be answered between 0900hrs and 1700hrs Monday to Friday. Outside these hours you will have the opportunity to leave a message on the switchboard ansaphone, which will be returned on the next working day. 

If, as a LACORS Customer, you wish to attend the office in person you can do so by appointment between 0900hrs and 1700hrs Monday to Friday. We will endeavour to grant you a mutually convenient appointment within 28 working days of you making the request. 

Tell Us What You Think
At LACORS we continually work to find ways to improve our service.  We would like to hear from you if you have any comments or suggestions to help improve our service or if you are particularly pleased with the service you receive. 

LACORS is proud of the service we provide.  However, occasionally there may be times when you feel that our service does not meet an acceptable high standard.  In this event we encourage you in the first instance to discuss your concerns with the officer you are dealing with who will try to rectify the matter.  If you feel the outcome of this is not satisfactory then please request to speak to a more senior member of staff.  Appropriate contact details will be given to you.

For further details please see our Suggestions, Compliments and Complaints procedure.  We promise to deal with any complaint you may have quickly, fairly and confidentially.
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