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Our priority is to improve the quality of life in the
Highlands through the provision of high quality
services to our communities. We are committed
to ensuring that customer care is an integral part
of our service.

When customers make contact with the Highland
Council, they will receive consistently high
standards of customer service. Our aim is to make
sure that these standards enable everyone to have
access to all areas and means of service delivery.

Our aim is to continuously improve.

How to contact the Council

You can phone, write, Fax or visit one of our
Service Points. A list of contact numbers is at the
back of this leaflet. Alternatively you can e-mail
us on service.point@highland.gov.uk.

You can contact us in an emergency 24 hours a
day, every day of the year on the following
numbers:

W Housing Repairs: 0845 7002005

m Transport Environment and Community Works/

Social Work: 0845 7697284

Courtesy and helpfulness

m We will greet all our customers in a polite and
courteous manner.

m We will be respectful and give customers our full
attention.

m We will wear name badges and use full name

and title when communicating with customers.

We aim to provide access for all.

We will offer the use of private customer interview

rooms where available.

Waiting times

m You will be seen within 10 minutes of your
arrival at any Council Service Point.

m If you have an appointment, then the officer will
be present at the agreed appointment time.

m All Council employees will carry appropriate
identification when they make home visits.

When you telephone us

m We will answer your telephone call within 10
rings.

m We will return all calls promptly if an answer
cannot be given.

m We will give our name to all customers when
we answer the phone.

m We will log all telephone calls for a colleague
who is out of the office.

m We will have a telephone answering machine
operating “out of hours” to supply emergency
contact numbers for essential services.

When you put it in writing

Letter, e-mail or fax

m We will send you an acknowledgement within 3
working days. More complex enquiries may
require extra time but we will endeavour to
reply within @ maximum of a further 10 working
days. If our reply is likely to exceed this, we will
inform you of this and regularly update you.

m We aim to use plain English and present
information in a clear, easy to read format.

m We will avoid the use of jargon or confusing
abbreviations.

m We will ensure that all correspondence will
include a name and direct dial telephone
number.

If things go wrong

m We will offer a full apology and an explanation.

m We will take action to remedy any shortfall in
service.

m We will view any complaints constructively and
as a tool to improve our service.

m We will inform you what action has been taken
to rectify the issue or concern.

m We will ask our customers if the complaint has
been resolved to their satisfaction.

Health & Saftey
and Data Protection

m We will follow recommended Health and Safety
guidelines to ensure all our Service Points are a
safe and comfortable environment for our
customers.

m We will comply fully with the Data Protection Act
in all our dealings with our customers and Data
Protection packs are available in all our Service
Points.

Customer satisfaction

m We will undertake regular customer satisfaction
surveys.

m We will provide customer comment cards,
suggestion leaflets and complaint and comment
forms in all our Service Points.

m We will display the results of all customer
surveys in our Service Points and on the
Internet.

m We will be representative of all sections of our
communities in our surveys.

Ensuring customers can access

our services and information
I

All our Service Points will be clearly signed with
the Highland Council logo.

We will aim to ensure that our Service Points
and services are accessible to all. We will
ensure that where, for example, premises are
not currently accessible, a reasonable
alternative way of delivering a service is
provided.

We will ensure that Council information is
made available in all our Service Points.

We will aim to have all published information
written in plain English and this will be reviewed
annually.

Information on Council services and policies
will be available in alternative formats such as
large print, audio tape and other languages on
request.

To request this information
in an alternative format e.qg.

large print, braille, computer

www.highland.gov.uk

disk, audio tape, or suitable
language, please contact any
Council Service Point.
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