
Customer  

service standards
These customer service standards tell you what you 

can expect when dealing with any member of our staff. 

The standards apply to all the services we provide.
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Our promise to you 
All our staff will:

 Treat you fairly and with respect.

 Be polite, helpful, open and honest when they deal  

with you. 

 Provide easy-to-understand, useful and up-to-date 

information about our services, in a clear format. 

 Respect your confidentiality and manage information  

we hold about you sensitively and securely.

 Acknowledge and cater for any needs you may have 

because of a disability.

 Provide translation services if you need them. 

 Have had proper training to handle your enquiries.

We will always:

 Make sure our public areas are clean, tidy and safe.

 Tell you if we need to cancel any appointments or visits 

to see you.
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Our relationship with you
What we need from you: 

 

we can improve.

Our staff have the right to do their jobs without being verbally or physically 

abused. Most members of the public and visitors respect this right. Thank  

you for being one of them.

We will consider refusing to give, or withdrawing, a service to people who  

abuse our staff. 

Standards of customer service you can expect
When you contact us:

 

of contact.

 

or if we cannot help you.

your enquiry and when you can expect a full reply. 

Departmental service standards

On top of these standards, some of our services (for example highways,  

social care and libraries) have their own standards that they follow. These 

include, for example, how soon we will carry out a social-care assessment,  

or how quickly we will repair a pothole.

Some of these departmental standards will be set out by law. If so, we will  

follow these rather than the general standards given in this document. You  

can get a copy of these departmental standards from the member of staff 

working on your enquiry or case.

Compliments, comments and complaints

Our Customer Relations Team would like to hear from you if you want to pass  

on a compliment, have a comment to make, or want to make a complaint. You 

can contact the team on 0116 305 7422 or at customerrelations@leics.gov.uk.
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If you would like this information in another 
format, or help with understanding it in your 
language, please phone 0116 305 7422.

www.leics.gov.uk
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