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Sutton Councif’s vision is

To build a community on which all can take part and all can take
pride.

This vision encapsulates our community based-approach and
commitment to addressing quality of life issues and inclusiveness.

Our 5 core values reinforce the vision and provide the underlying
context to the way in which we do our work.

The values form the acronym PRIDE and show how we are
committed to:
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The purpose of this Charter is to define the standard of response
that you as a user of council services can expect when
contacting us. We are committed to providing quality services
that meet customer's needs and welcome your comments. We
will use your comments to make improvements and will update
this o:m:mﬂ from A_Sm to time to ﬁmamoﬁ the changes.

We aim to give the highest standard of customer care to ali
members of our community. When contacting us you can expect:

Staff to acknowledge you, be courteous and give their name
and the service area.

Your dealings with us will be treated as confidential and we
will tell you if the information you provide is to be used for any
other purpose.

Our Customer Service staff to take ownership of your issues
or problems and to resolve these issues at the first point of

contact and not pass you on to anyone else unless necessary.

To have a choice of access methods to suit a range of needs.
Not to be kept waiting too long.
Clear communications.

We will provide additional facilities for hearing and sight
impaired customers and those whose first language is not
English.
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._.m_mw.ro:m Calls

We are changing the ways we deal with telephone calls to our
published numbers by creating contact centres that can deal with
all requests effectively. You can continue to use the numbers you
have previously used, however we have created easy to

remember numbers to eventually replace the existing 67 numbers.

B The telephone numbers for our main services are listed in
'Contacting your council - an A - Z guide' available from council
reception desks. Information is also listed on our website
www.sutton.gov.uk

B We aim to use answerphones as little as possible. If you do
leave a recorded message we will get back to you by the end
of the next working day.

If you don't get through to the right person straight away, our
staff will transfer you or ask the right person to telephone you
back.

When you visit our offices

B One of our receptionist will see you quickly (and you can
recognise them by their name badges).

We aim to see all callers within 3 minutes, but at busy times
you might need to wait longer.

We will provide a comfortable waiting area and an opportunity
to discuss your business privately.

B Our receptionists have experience of dealing with most
enquiries themselves. Sometimes someone from one of our
service areas will be better able to help you.
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When you visit our Civic One Stop Shop

B If you need to see someone in our One Stop Shop, our

receptionist will give you a ticket or call the appropriate person
to see you.

B We aim to see all callers within 30 minutes if they do not have
an appointment and within 5 minutes if you have an
appointment.

@ If queues get too long we will bring down more staff from
service areas.

B We aim to resolve 80% of queries at first point of contact.

When you visit our Local Access Points

B The officer will be able to help you on a wide range of services
including accepting cheques and credit and debit card payments.
If they are unable to help with a complex Housing Benefits or
Council Tax query they will make an appointment for you to see
someone either in the Civic One Stop Shop or at your home.

The services we offer are:

Abandoned Vehicles

Allotments

Assorted collections

Births, Deaths and Marriages
Bookings - bulky items, fridge collections, pavilions and pitches
Broken Gullies

Building Control

Childcare

Council Housing Rent and Repairs
Council Tax

Disabled Parking

Doctors and Dentists

Dog Fouling and Strays

Education Welfare

Environmental Health

Food Complaints

Garden Waste
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. Licensing

Graffiti :

Health Promotion

Highways (maintenance, :om:m_:@, advertising)
‘Housing Benefits ‘

Land Charges

National Non _uoammﬁ_o Rate
Noise and Air Pollution
Parking

Parks and Open Spaces
Pest Control

Planning

Play Scheme

Refuse

Recycling

Renovation Grants

School Admissions

School Travel

School Uniform Grants

Skip Licences

Street, Roads and Paths (cleaning, lighting, potholes)
Student Loans

Surrendered Vehicles
Trading Standards
Trees
Uniform Grants

Appointments
B We will aim to arrive for appointments within 5 minutes of pre-

arranged times.
B We will call you to let you know if we <s__ be later than 5 minutes.
B We will call you in advance if we are unable to x@m.o an
appointment.

When you write by letter, email or fax

5

B We will acknowledge receipt of your email request within 1
working day for published email addresses available on our
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_-the person dealing with your query.
 We will respond to requests for information under the

‘website. However we cannot guarantee this response from
-individual officers.

”._<<m will reply to your communication within seven working
~days of receiving it.

If we cannot answer you fully within seven working days, we

-will write and tell you who is dealing with your query and when
‘you can expect a full reply, this will be within 20 working days.

“If your communication is about your Council Tax account,
-Business Rates, Housing Benefit or Council Tax Benefit we

aim to reply within 10 working days. We have different targets

- for appeals or requests for a revision of a benefit claim. If you

would like more information about this please call Housing

- Benefits on 020 8770 5444.

Our response will give the name and telephone extension of

Freedom of Information Act within 20 working days.

When you visit our website www.sutton.gov.uk

We aim to provide 100% of council information online

You can report faulty street lighting, abandoned cars, graffiti,
rubbish, waste and more

Make a payment online including council tax, housing rent,
parking fines and housing benefit

Find information on council services, phone numbers, emails
and maps -

Comment and complain about a service and have your say
Find out how to get involved with our current consultations

Access useful websites by using our external and useful link
sections

Get help on using our website including improving
accessibility, easy navigation and help with translations
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eneral information line (020) 8770 5000 and
Environmental Contact Centre (020) 8770 5070

To answer 93% of ali calls

2006/7 2007/
General information line (020) 8770 5000 and - R
Environmental Contact Centre (020) 8770 5070

To answer 93% of all calls * 93% ° Average time to answer 30 seconds
Average time to answer m.o .mmoo:n.*m 19 seconds 24 mmoo:n_ 80% of calls answered within 20 seconds
75% of calls answered within 20 seconds 80% 7 .
80% of calls resolved at the first point of contact 80% 8 Housing Benefits (020) 8770 5444
Housing Benefits (020) 8770 5444 = To answer 85% of calls
. To answer 85% of calls 88% 82% Average time to answer 60 seconds
Average time to answer 60 seconds 52 seconds 73 mmoo_:_n_ 40% of calls answered within 60 seconds
40% of calls answered within 60 seconds 70% 62% 95% of calls resolved at the first point of contact
95% of calls resolved at the first point of contact 95% 95% (The average call time for this service far exceeds the other

contact centres which is why their time to answer is longer,
however they are striving to meet these targets.)

Council Tax (020} 8409 7100

(The average call time for this service far exceeds the other
contact centres which is why their time to answer is longer.)

Council Tax (020) 8409 7100 i
To answer 80% of calls 79% 79%

g To answer 80% of calls
Average time to answer 60 seconds 200 seconds 182 seconds. Average time to answer 60 seconds
40% of calls answered within 60 seconds 54% 65% . 40% answered within 60 seconds

95% of calls resolved at the first point of contact 95% 95%.

(The average call time for this service far exceeds the other
contact centres which is why their time to answer is longer.)

95% of calls resolved at the first point of contact
People Contact Centre

To answer 93% of all calls

Average time to answer 30 seconds

75% answered within 20 seconds

-80% of all calls resolved at the first point of contact
Civic One Stop Shop

" To receive 99.5% overall satisfaction

People Contact Centre Community Services
and Learning for Life (020) 8770 6080

To answer 92% of all calls 89% 92%
Average time to answer 30 seconds . 34 seconds 33 seconds
75% of calls answered within 20 seconds 77% 74%
60% of calis resolved at the first point of contact 60% 82%.

Civic One Stop Shop , , o 95% of customers to be seen within 3 minutes for initial contact
95% of customers to be seen within 3 minutes for  95% 99.6% : , . : i

initial contact ° a Areview will be undertaken in 2008 around Council Tax call

80% of queries resolved at first point of contact 80% 80% -answering to identify how performance can be improved to meet

ur targets.
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If you, or someone you know, need a translation of any part of this document please
tick the box for the language required and compiete the form below.
Telephone 020 8770 5000 for more information.

. Tell us what you think

We want to improve our standards to make sure the services we

provide are as effective and efficient as possible. Nse ju ose dikush q¢ njihni ka nevajé pér njé pérkthim té& ndonjé pjese

18 kétlj dokumenti, ju lutemi shénoni me v kuting pér gjuhén e kirkuar dhe

To do ﬁj_m we D.m ti plotésoni formularin e méposhtém. Pér mé tepér infarmacion telefononi D Albanian
. ed your suggestions and comments. We want to Pumen 020 8770 5000,
know: .
. . ) O o m Y Aam B Y Anlag i el Sa) it ol il cag iy )
B How you think we can improve our services Ay glinall Axllly Aualsd 432 %C.E & ,_k.v&w AL Y ala D Aradie
. Gb.up...uh._.__rhhh\ﬂnmbbbvu_% Ceg olhal 5Lyt Jlas) g
What you think we do well . 020 8770 5000 i —itledy Jomai¥) oo 3 ik sleall
p i . .
lease contact the office that provides the service in question. RSP, O AT TR T e, G oI G SR T T, IR &Y Bengal
TR WA TR GBI AT <Ny R 16 B e ok s et v et R e
. . BRI 91 RIRER W) 020 8770 S0009TE QW I |
Sometimes things go wrong
- L e, st o ogtal dla Gl A8 B v eaciidar S5 s ot ool vt da d,
If we do not meet our published standards{ of if you are not happy {uod 6 et Bl Bl 1331 AT 6. ea R §2020 5770 : Gujaratl
. 5000 G4z &l 530,
with the way we treat you, please let us know
At anvel, a1 Al of &) R amm S &, e wwdt & Rl R w0 s Wil B
g difd e g § T W P e fE Ry gE o W o § ) el Hindi
. ’ FAFE #0020 8770 5000 W edwT wY
B Tell us as soon as possible, so we have a chance to put the
matter right. TR RTRERRARAS AT S (2 CATER A - J7EFR BEas ™ 1T _H_ Chinese
. . v TR TRIE. TRENCT SYietAEAT020 8770 5000,
If you need to take it further, the council has a formal
complaints procedure. This makes sure that we deal with ali CFR LG L sy et fi§2 70 ST i L Tk

complaints fairly and without delay.

@ \We describe the procedure in our leaflet 'How to comment or
complain about a council service'.

* Urdu
£ 4020 BTT0 5000 iz Loz s SH b 0Z ) Gt .

T

.

Many publications can be downloaded directly from our website:
www.sutton gov.uk. Otherwise if you need any of the infoermation in
this document in large print, braille, or audiotape please tick the box
and complete the form.

We will contact you within seven working days of any comment
or compiaint and tell you what is happening.

® We expect our staff to be polite and ask you to be courteous to
them in return.

Name Please return the form to:

B We will not tolerate verbal or physical abuse of our staff. Address ... .

London Borough of Sutton

Civic Offices

St Nicholas <<m<
elephoneno................... SUTTON SM1 1EA
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