CUSTOMER CARE POLICY

                                                                     

· We will put our users at the centre of our service and be responsive to our users' needs.

· We will treat our users with courtesy and respect.

· We provide a helpful, friendly and effective service within the constraints of available resources.

· We provide users with an Evaluation Form to submit comments and suggestions on completion of each course.  We undertake regular surveys of their opinions.

· We provide each of our users with a copy of the following Policy Documents:

· Customer Care 
· Complaints Procedure

· Disciplinary Procedure (Staff only)

· Equal Opportunities 
· Protecting Vulnerable People

· Recruitment of Ex-offenders

· NWTC Rules & Regulations
· Secure Handling of Data
· Volunteers (Volunteers only)

· We reply to signed complaints within 5 working days and use these comments to help us further improve our service.

· We reply to telephone/e-mail complaints within 5 working days and use these comments to help us further improve our service

· We provide training, including customer care, for our staff ensuring service is of a high quality.

· We are aware of and assist users with special needs, providing a service free from discrimination.

· We publicise our services and opening hours, keeping users informed of changes.

· We have the right to ask users to leave the Training Centre if they are causing a disturbance to other users.

· We have the right to enforce the Rules and Regulations. Offenders may be asked to leave the premises or forfeit their right to use our services.

· The Training Centre supports the High School in pursuit of its missions and goals and we aim to work within its general rules & regulations. 
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