DAY-MER COMMUNITY CENTRE

CLIENT SERVICE CHARTER

We are committed to providing our clients with professional advice and excellent levels of service.  With a dedicated advice workers and volunteers offering expertise in a wide range of areas such as welfare benefits, housing, debt, health, education and immigration we provide clients with the benefits of mother tongue advocacy and information combined with cultural sensitivity.

Service Standards
We will:
· Treat you with dignity and respect 
· Be polite and considerate
· Use plain and clear language

· Advise you on the issues and the options for dealing with them

· Explain what you can expect from us

· Respond promptly to your enquiries
· Progress your matter as quickly as reasonably possible and inform you of the up to date position and the timescale for future actions on your behalf.

· Return telephone calls and reply to letters within two working days.

· We will keep you informed and update you when appropriate of the progress for the matter and also anticipated outcome.

What clients can expect

· A free, confidential, impartial, professional and relevant service

· A supportive environment, a non-judgemental approach and a prompt response

· Clear information about their rights in relation to the service

· The full resources of the agency to be put to use in support of their enquiry

· Data they provide to be recorded accurately and stored securely

· An explanation of the context of their enquiry

· A full and frank assessment of their situation with all the possible options explained clearly

· The right to exercise choice over those options

· Referral to the appropriate agencies when expertise is not available 

· The full implications of that referral, including cost, to be explained clearly

· A right to return to the service for further support

· The information they provide to be used to influence current policy.

· A record of the advice given to be kept

Charges and Fees 
· We will not charge you for our services

· We will inform you if you may incur additional charges from third parties prior to incurring these charges.

Client Care

· We will consider carefully all your comments about our service.  If you feel that you are not receiving the service that you hoped for please tell the person dealing with your matter immediately.

· We may ask you to complete a feedback form at the end of your matter which we will use to help us improve our service.

· We operate a complaints procedure which is available on request.

· We treat all clients fairly and do not discriminate against anyone because of their age, race, sex, sexual orientation or disability.

· We protect the privacy of all our clients. We comply with all applicable legislation relating to privacy and ensure that all information we keep relating to clients and members is accurate, regularly maintained and up to date.

· We use the information we keep about you to support the services we provide to all our clients. You are able to access your own records and personal information that is kept by us, subject to the privacy interests of others. 

To help us provide our services we need you to:

· Treat our staff with courtesy and respect

· Provide us with accurate information
· Respond to requests for information
· Consider carefully and act upon our advice to you
Day-Mer   
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