
OUR CUSTOMER SERVICE STANDARDS 1 APRIL 2009 – 31 MARCH 2010
“Our Customer Service Standards” booklet sets out the level of service you can expect to receive from us, how we will treat you and what we expect from you, as our customers. 
It also tells you what you should do if things go wrong and where to find more information on the range of services and programmes we deliver to farmers and rural communities in Northern Ireland.  

You can get a copy of this booklet from our public offices or you can access it in the “Customer Service” section of our website by clicking on the link below. 
http://www.dardni.gov.uk/our-customer-service-standards-booklet.pdf
One of our core standards states that we will monitor performance against our standards and publish details of how we are performing against them. For full details of our performance last year, just click on the link below:
http:/www.dardni.gov.uk/index/publications/pubs-dard-complaints-procedure/publications_policies/publications_customer_service_performance_results.htm
1. Complaints Procedure

Information on the number and type of complaints recorded between 1 April 2009 and 31 March 2010 is set out in the table below, along with details of complaints recorded from 1 June 2006 to 31 March 2009.
Number Of Complaints By Category

	Category of Complaint
	Apr 09 –
Mar 10
	Apr 08 –
Mar 09
	Jun 06 –
Mar 08
	Overall Total

	1
	Delay in payment
	0
	4
	15
	19

	2
	Delay in answering phones / returning calls
	0
	0
	4
	4

	3
	Delay on responding to correspondence
	3
	5
	4
	12

	4
	Cannot get through to the right person
	1
	2
	1
	4

	5
	Public office waiting times
	0
	0
	0
	0

	6
	Impolite/unhelpful staff
	5
	5
	5
	15

	7
	Unhappy with advice given
	8
	14
	16
	38

	8
	Incorrect payment
	0
	0
	0
	0

	9
	Accommodation
	0
	0
	1
	1

	10
	Other *
	7
	28*
	37
	72

	Overall Total
	24
	58
	83
	165


* Some examples of complaints categorised as “Other” are listed below:

· Supervision of unsatisfactory Private Veterinary Practitioner (PVP) testing.

· OTS Restriction on herd – delay in signing off TB test caused by herd keeper’s PVP. 

· Transfer of animals between herds without herdkeeper’s knowledge.

· Complainant directed to wrong room when attending a meeting at Greenmount.
· Course applicant misinformed regarding offer of a place on course.  

We are committed to delivering high quality services. If you are unhappy with the quality of our service, please let us know why as soon as possible. Check out the “Customer Service” section of our website for more information on how to make a complaint (see link below), pick up a leaflet from our public offices or speak to a member of staff.
http://www.dardni.gov.uk/index/customer-service/complaints-procedure.htm
2. Seeing Callers and Answering Letters / Faxes / E-mails

Since April 2009, we have carried out 4 quarterly surveys to find out how we were performing against two other core customer service standards i.e. “Seeing Callers” and “Answering Letters / Faxes / Emails”. Each of these standards has two specific performance targets. These surveys were carried out in June 2009, September 2009, December 2009 and March 2010. Details of how we performed are set out in the table below:

Overall Customer Service Standards Performance Against Targets
	Customer Service Standard
	Performance Target
	Overall Performance Achieved 09/10
	Overall Performance Achieved 08/09
	Overall Performance Achieved 07/08

	1. Seeing Callers
	(a) To see 95% of callers with pre-arranged appointments within 10 minutes of agreed time
	100%
	100%
	99%

	
	(b) To see 95% of callers without an appointment within 15 minutes of their arrival
	100%
	100%
	99%

	2. Answering Letters / Faxes / E-mails
	(a) To acknowledge 95% of letters / faxes / emails requiring a response within 3 working days.
	98%
	100%
	98%

	
	(b) To provide a full response to 95% of letters / faxes / emails within 15 working days of receipt
	100%
	98%
	97%


3. Answering Telephone Calls

You have told us you prefer to contact us by telephone. To make sure that you can get through by telephone, we introduced best practice guidelines for all DARD staff to follow. 

We also carried out quarterly telephone audits in June 2009, September 2009 and January 2010 to check if these guidelines were being followed. The main findings from these surveys are:

Quarterly Statistics Relating To Telephone Surveys
	Quarterly Survey
	Answered in Person
	Voicemail Used
	Unanswered Calls

	June 2009
	86%
	6%
	8%

	September 2009
	80%
	8%
	12%

	January 2010
	83%
	10%
	7%


We have taken action to address unanswered telephone calls by following up with the staff concerned.  We will continue to monitor our performance with answering telephone calls and address any issues that arise.
4. Our Telephone Numbers

We want to make it easier for you to find the right point of contact for your query, so we replaced almost 100 office-based numbers with 11 new 0845 numbers. If you have an established contact number, you will still be able to use it. The new numbers are charged at local rates and are listed below:

	Functional Area
	New Telephone Number

	Animal Health & Welfare and Veterinary Public Health
	0845 3044 500

	Education and Training
	0845 3044 501

	Environment
	0845 3044 502

	Farming
	0845 3044 503

	Fisheries
	0845 3044 504

	Flood Defence and Drainage
	0845 3044 505

	Food 
	0845 3044 506

	Forests
	0845 3044 507

	Grants and Funding
	0845 3044 508

	Functional Area
	New Telephone Number

	Rural Development
	0845 3044 509

	DARD Corporate Services
	0845 3044 510

	Text phone (for people with hearing difficulties)
	0845 3044 511

	Calls from non-UK numbers or networks/International Calls
	0044 9037 8418


5. Feedback On The Quality Of Our Service
We are always keen to receive your comments and suggestions on the quality of our service and how we can improve it.  Please speak to a member of staff or complete one of our “Customer Service Comment or Suggestion” cards which you can find in our public offices. Alternatively, you can download it from the “Customer Service” section of our website – see link below.

http://www.dardni.gov.uk/index/publications/pubs-dard-complaints-procedure/publications-customer-service-comments-suggestion-card.htm
. 
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