
A Customer care paper for Cabinet Final Version.doc 1 of 4  

Agenda No  5 
 

AGENDA MANAGEMENT SHEET 
 

Name of Committee 
 

Cabinet  

Date of Committee 
 

8 September 2005  

Report Title 
 

Taking forward the Customer Focus 
Agenda - WCC Customer Standards 
Charter 

Summary 
 

This report is to provide Cabinet with the revised 
Customer Standards Charter for their approval 

For further information 
please contact: 

Renata Conduit 
Policy Assistant 
Tel:  01926 476609 
renataconduit@warwickshire.gov.uk 
 

 
 
  
 
 

Would the recommended 
decision be contrary to the 
Budget and Policy 
Framework? 

No.  

Background papers 
 

Old Customer Standards Charter 

       
CONSULTATION ALREADY UNDERTAKEN:- Details to be specified 
 
Other Committees   ..................................................    
 
Local Member(s) X N/A  
 
Other Elected Members   ..................................................   
 
Cabinet  Member X Alan Cockburn  
 
Chief Executive X COMT 29 June 2005  
 
Legal X David Carter  
 
Finance   ..................................................  
 
Other Chief Officers X COMT 29 June 2005  
 
District Councils   ..................................................   
 
Health Authority   ..................................................   
 
Police   ..................................................   
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Other Bodies/Individuals 
 

X Corporate Policy Reference Group  

FINAL DECISION YES 
 
SUGGESTED NEXT STEPS:    Details to be specified 

 
Further consideration by 
this Committee 

  ..................................................   

 
To Council   ..................................................  
 
To Cabinet 
 

  ..................................................   

 
To an O & S Committee 
 

  ..................................................   

 
To an Area Committee 
 

  ..................................................   

 
Further Consultation 
 

  ..................................................   
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      Agenda No   5 

 
  Cabinet – 8 September 2005 

 
Taking forward the Customer Focus Agenda - WCC 

Customer Standards Charter 
 

Report of the County Solicitor and Assistant Chief 
Executive     

 
Recommendations 

 
That Cabinet:  
 
(1) Approve the revised Customer Standards Charter. 

 
(2)  Note the proposals for promotion and customer care training. 
 
 
1.     Background  

 
 Warwickshire County Council’s current Standards Charter has been in force 

since 2001.  In June this was revised and was approved by Chief Officers 
Management Team (COMT).  

 
2.   Purpose  
 
 The purpose of this paper is to present the Customer Standards Charter to 

Cabinet and sets out proposals for publication and promotion. 
 

3.       Customer Standards Charter – Proposals 
  
3.1  From discussions with the Communications Division, a set of proposals 

have been put together on the publication options and promotion of the 
Standards Charter. 
 

3.2   Proposals for External Promotion 
 

• A4 size statement; designed, framed and displayed prominently on 
every public facing reception desk. 

• Specific area of the web site reached via a prominent link from the home 
page. Titled:  “Customer care – Our commitment to you” detailing the 
Council’s customer standards charter. 
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• Consistent feature in Warwickshire View (currently quarterly). Probably a 
half page either at the front or the back of the publication to compliment 
the main contact numbers and channels. Warwickshire View has a print 
run of 200,000 and currently reaches two thirds of the Warwickshire 
population. 

• A page of the “A-Z guide to our services” – which is being revised. 
 
 
3.3     Proposals for Internal Promotion 
 
       •   All existing staff and new starters will have access to the Charter  
               through Email, Posters, the Customer Care Handbook and the induction  
               process. 
 
4.      Customer Focus Training 
 
 To support this new Customer Standards Charter, tailored, induction and 

modular training will be available for all staff to support them in 
implementing the standards set out in the Charter (see appendix B). 

 
5.     Next Steps 
 

 Cabinet are asked to approve the Customer Standards Charter for 
publication and promotion in October 2005. 

 
 
 
 
 
DAVID CARTER   
County Solicitor and Assistant 
Chief Executive 

  

 
Shire Hall 
Warwick 
 
24 August 2005 
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