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Customer Service Standard
Our Charter
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WILL BE
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WE WILL YOU
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RESPECTUS 4

KEEP OUR APPRECIATE
PROMISES DIFFERENCE

WE WILL
NEVER
JUDGE

YOU

IF WE MAKE
A MISTAKE
WE WILL
APOLOGISE

& LEARN
FROMIT

We will

Treat you with dignity and respect
e Ensure our services are accessible and easy to use
* |nvolve you in shaping our services
e Respond to your enquiry promptly and efficiently

e Aim to answer your enquiry without
passing it onto someone else

We aim to respond to
e Calls within 2 working days bUiIding

e Emails within 2 working days

* Messages through social media within 2 working days Vi bra nt
e Letters within 10 working days communities
e Complaints by acknowledging them within 5 working days together

All our leaflets are available in different formats.

Use our accessibility tool on our website, Freephone 0800 0850 160, email: contactus@bdht.co.uk
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