West Calder High School

Customer Care Policy

General Statement

This policy covers the manner in which we deal with our customers and the level of service they should expect from us. It recognises that how we are perceived within the wider community can be derived from the way customers are received by the school and by the efficiency with which the issues they raise with us are dealt.

Context

The policy is intended to reflect the West Lothian Council communications strategy and Health and Safety Policy and to include other school policies as appropriate.

Scope

The policy outlines the practices expected within West Calder High School by all staff.

Aims

The policy aims to set out guidelines for staff dealing with pupils, parents / carers, visitors, tradesmen and the general public and covers a number of areas such as:

Enrolment, Bullying, Trips, Attendance, Safety, Consultation Nights, Outside Agencies, Exclusions, Tradesmen, Reports, Exams, Complaints, Visitors, Communications, Supply Staff.

DETAIL

1. Communication with Customers

	The specified aims will be to:
	i. 
	Respond quickly in a polite and courteous manner

	
	ii. 
	Give clear and accurate information

	
	iii. 
	Advise of any action being taken and by whom

	
	iv. 
	Keep customers informed of progress


	a) Face to Face 
	On arrival at the school, all customers :

	
	· Will be dealt with quickly , even if this simply means informing them that you are trying to contact the correct person to deal with the query

· Will be asked clearly what they require

· Will not be promised anything we cannot deliver

· Will be asked if they would rather make an appointment

· Will be kept informed of progress



	b) Telephone 
	Telephone calls will be:

	
	· Answered quickly – ideally within 3 rings

· Clear and pleasant greetings will be given with name and position

· Offered the chance to leave a message if the person they wish to speak to is not available

· Offered the opportunity to speak to someone else



	c) Letters
	These will always:

	
	· Be produced on the school letterhead, with council logo

· By typed using the council’s new house style – 11 point Ariel

· Tell people exactly what they need to know

· Avoid using jargon

· Use simple words

· Convey a clear message so that there is no room for mis-understanding

Incoming letters will be responded to within three working days even if it is only a holding letter that is sent.



	d) Faxes
	The same rules as for letters apply:

	
	· they should always be sent using a standard school headed fax cover sheet




	e) Dealing with difficult customers
	Always:

	
	· Remain calm

· Listen patiently and talk quietly

· Try not to become defensive

· Explain what steps will be taken



	
	Never:

	
	· Retaliate or argue

· Take a complaint personally

· Join in the customer’s complaint

· Blame colleagues



	
	For difficult situations which you feel uncomfortable in – see separate policy.



	f) Promotional material
	Will always have:

	
	· The school logo and also the council logo

· Use plain English

· Be attractive and eye-catching

· Use the council’s house style



	g) Receiving Customers
	· The reception area should be clearly sign-posted and staffed at all times

· Ensure visitors know where they are going – arrange to take them if necessary

· Ensure posters are current and well displayed

· Ensure the waiting area is tidy and there is something to read




2. Bullying

All incidences of bullying will be investigated by following the bullying policy guidelines.  Each incident will be logged and where appropriate parents notified. Although bullying may be reported to any member of staff it is the guidance staff who have a pivotal role.

See separate Bullying Policy for details.

3. New Enrolments

These should be dealt with according to the guidelines laid down.  If the Depute enrolment is not available parents should be welcomed by the DO and given an appointment to return. Basic information should be taken and a school handbook issued. If this is not suitable they may complete the enrolment themselves. In all cases there should be a time lapse to allow staff to prepare for the new start.  See separate document for enrolment procedure.

4. Unwell pupils 
No pupil will be ignored if they claim to be unwell.  They should be dealt with according to the guidelines in the handbook.

5. Lost or stolen property

As soon as this is reported the facts should be recorded and an investigation carried out in the case of theft. It is often appropriate to involve the DO in cases of theft. Pupils should be advised to check with the office and janitor if items are lost.  Once the facts are established the details and the pupil should be sent to the Depute responsible for insurance claims who will advise the pupils and their parents about insurance claims.

Thefts are reported to the police by the loser, not the school, although we can do so after consultation with parents.

See details in handbook.

6. Absent Pupils

It is important that accurate records are kept by staff. It is also important the show concern for those who are absent but, also to advise parents quickly if they are not already aware that a child his absent.  Adherence to the absence procedure ,and in particular the two day absence letter, will assist in this.  In addition, as many parents as possible should be phoned each day to inquire about absent pupils, both from a caring point of view and to establish genuine absence.  All causes for concern will be communicated quickly to guidance for follow up.

See separate registration procedure document in handbook.

7. Underachieving Pupils

It is important that parents are advised quickly and kept informed of concerns regarding pupils.  Staff who have concerns about pupil levels of work, lack of homework or general falling off in standards, must keep guidance informed.  For homework, standard school homework letters are available.  Poor work should not be ignored or accepted. We would expect guidance to advise parents where a problem exists or when it is spread over a number of subjects.

8. Health & Safety

The school will, at all times, endeavour to provide a safe environment for all those within it.    We will adhere to all the policies laid down by West Lothian Council.

	Pupil Safety:
	The controlled door entry system will be used fully and all visitors will be issued with a pass.  Strangers not carrying a pass will be challenged.  For full details, see handbook.



	Defects:
	All defects will be reported to the Facility Management Team, their danger assessed by them and arrangement for repairs to be carried out will be prioritised on safety grounds.



	Accidents:
	All accidents will be reported using the council form.  If investigation shows a need for improvements in practice, these will be implemented.  If investigation shows faults in equipment or defects in the building, these will be rectified as quickly as possible.



	Fire procedures:
	Signs and procedures will be regularly checked and regular drills will be carried out. See details in handbook.



	Equipment:
	All safety and fire equipment will be tested regularly.



	Risk assessment:
	This will be carried out on a regular basis and will cover the whole building. Any unacceptable risks identified will be rectified.



	Complaints:
	All complaints about health and safety will be logged by AHT responsible and investigated. Recommendations will be made and if necessary, acted upon as quickly as possible. The informant will be advised of any action taken.  In cases of doubt, the authority’s personnel will be called in to assist.

Staff health and safety representatives, where appointed, will be consulted on a regular basis.


9. Reports

We aim to provide parents with regular meaningful reports and at least one annual detailed report of pupil progress. These will be clear and avoid jargon.  All comments on reports from parents which require a response will be responded to within a week of their receipt by house staff.  Where requested at other times, information about pupils will be provided within two weeks.

Reports requested by outside agencies will always be provided within the time requested unless this is impossible, in which case the agency will be advised.

10. Consultation Nights

Our aim will be to make these as pleasant and as convenient to parents and carers as possible.  Advance warning will be given allowing parents and carers time to make arrangements to attend.  The evenings should be advertised on more than one occasion.  The evenings will be well sign posted and parents and carers welcomed to the evening. Refreshments should be available and displays provided.

At consultation nights, staff will give clear, accurate and concise information about pupils.

11. School Trips 
These will offer an opportunity for al pupils to participate. Parents and carers will be given a clear understanding of their value and purpose. They will be organised in line with the policies in the handbook.  Parents and carers will be kept informed of the progress of their organisation and for extended trips, a parents’ night will be always be held.  The safety of pupils on a trip will be paramount and all authority guidelines as to staffing will be followed. No pupil will be taken without written parental permission.

12. Supply Staff
All new supply staff will be welcomed by a member of the Senior Management on their first visit.  An abbreviated version of school procedures will be issued and they will be taken and introduced to a member of staff in the area they are covering.  They should not be allowed to leave without a member of the management thanking them and enquiring about any problems they may have encountered.

13.  Exams

Exams will be conducted in a calm efficient manner. Pupils will be told clearly what is expected. They will be housed in a pleasant, bright environment.  Every effort will be made to ensure they are aware of times and locations and they will be encouraged to attend. 

14. Workmen
They will be given clear instructions when arriving of whom they should report to. They will be taken and shown the area in which they are to be working.  They will be told to whom they should report problems.  They should always be advised of busy times and any specific problems of the areas in which they are working. 

15. Complaints

All complaints should be dealt with from whatever source.  As with all communications we should aim to:

· Inform the office, who will complete the complaints log

· Respond within 3 working days, even if it is just an acknowledgement of the complaint.

· Give clear information about what we will do

· Advise of any action taken as a result

· Keep the complainant advised of progress if investigation of the complaint takes some time.

A log of complaints is kept in the main office and is to identify patterns emerging but also as a means of ensuring that a response has been given.

16. Implementation 

The policy is ongoing.

RESPONSIBILITIES

As defined in the above sections, or in the detailed policies referred to within it.

AUDIT / REVIEW 

The Senior Management Team member responsible should initiate random checks on all aspects of the policy and discuss the results with those members of the team responsible for specific aspects.

REVIEW

Annual

