
CUSTOMER SERVICE STANDARDS 2008/2009
“Our Customer Service Standards” booklet sets out the level of service our customers can expect to receive from us, how we will treat our customers and what we expect from you, as our customers. 
It also tells customers what they 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 – see link below. 
http://www.dardni.gov.uk/index/customer-service.htm
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 details of the number and type of complaints recorded between 1 June 2006 and 31 March 2008, 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

Details of the number and type of complaints recorded between 1 April 2008 and 31 March 2009 are set out in the table below:
	Category of complaint
	Total

	1
	Delay in receipt of payment
	4

	2
	Delay in answering phones / returning calls
	0

	3
	Delay in responding to correspondence
	5

	4
	Cannot get through to right person
	2

	5
	Public Office waiting time
	0

	6
	Impolite / unhelpful staff
	5

	7
	Unhappy with advice given
	14

	8
	Incorrect payment
	0

	9
	Accommodation
	0

	10
	Other*
	28

	Overall Total
	58


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

· Unhappy with previous Countryside Management Scheme rates compared to subsequent schemes.

· CAFRE Student report of verbal abuse from other students. 

· Non-completion of TB tests & DVO did not acknowledge complaint.

· Customer complained that he has not received renumeration for accommodating DARD staff and equipment at his auction mart.

We are committed to delivering a high quality level of service. If you are unhappy with the quality of our service please let us know why you are unhappy 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) or pick up a leaflet from our public offices.

http://www.dardni.gov.uk/index/customer-service/complaints-procedure.htm
2. Seeing Callers and Answering Letters / Faxes / E-mails

Since April 2008 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 2008, September 2008, December 2008 and March 2009. Details of how we performed are set out in the table below:
	Customer Service Standard
	Performance Target
	Overall Performance Achieved*

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

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

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

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


* All percentage figures are rounded to nearest whole number.
Since the last yearly update, we have revised some of our targets as we exceeded the targets set in the previous year. We have also exceeded the newly set targets this year. 
	Customer Service Standard
	Performance Target 
	Old Targets for 1 June 2006 to 31 March 2008
	New Targets for 1 April 2008 to 31 March 2009

	1 Seeing Callers

	(a) To see callers with a pre-arranged appointment within 10 minutes of the agreed time.
	90%
	95%

	1 Seeing Callers

	(b) To see callers without an appointment within 15 minutes of their arrival time
	85%
	95%

	2 Answering Letters / Faxes / E-mails

	(a) To acknowledge letters / faxes / e-mails requiring a response within 3 working days of receipt
	90%
	95%

	2 Answering Letters / Faxes / E-mails

	(b) To provide a full response to letters / faxes / emails within 15 working days of receipt.
	90%
	95%


3. Answering Telephone Calls

Results of the DARD Customer Satisfaction Survey 2009 (See Point 4) indicate that our customers preferred method of contact in the future is by telephone. To make sure that our customers can get through to us by telephone we introduced best practice telephone guidelines for all of us to follow. 

Internal telephone audits have been carried out in September 2008, December 2008 and March 2009 with a sample of staff from across the Department audited to check they were following these guidelines. The main findings from this survey are:

· September 2008 results showed that 84% of telephone calls were answered in person and 10% used voicemail (total 94%). 6% of calls were unanswered. However, 98% of the calls that were answered were answered within six rings. 

· December 2008 results showed that 78% of telephone calls were answered in person and 11% used voicemail (total 89%). This means that 11% of calls were unanswered.  However, 98% of the calls that were answered were answered within six rings. 

· March 2009 results showed that 82% of telephone calls were answered in person and 7% used voicemail (total 89%). This means that 11% of calls were unanswered. However, 97% of the calls that were answered were answered within six rings. 

We will continue to monitor our performance with answering telephone calls and try to address any issues that arise.

4. DARD Customer Satisfaction Survey

A department-wide customer satisfaction survey was carried out by the Northern Ireland Statistics and Research Agency (NISRA) across a full range of DARD customers. This survey was carried out by telephone from 26 January to 6 March 2009. Its purpose was to find out our customers' views on the quality and delivery of our services and to get their views on how we can improve our services. 
NISRA have now produced a comprehensive report on its findings along with their recommendations for improvements. They have also provided a short highlight report giving details of the key findings of the survey. Both of these reports can be viewed in the link below:
http://www.dardni.gov.uk/index/customer-service.htm


In addition, the highlight report has been printed and is available for customers in our public offices. 

The satisfaction rate for the overall quality of our services in the last 12 months was 86.3%. This has improved significantly from the last customer survey that was carried out for us by MORI in 2004. At that time, the overall customer satisfaction rate was 72%. This is a very positive outcome. 
We are currently developing a Customer Service Action Plan which will take on board NISRA’s recommendations and give details of other service improvements that will benefit our customers. 
5. Feedback on the quality of our service
Finally, we are always keen to receive your comments on the quality of our service and your suggestions on 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 get from our public offices or in 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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