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Our Customer Service Standards 2008/09


�
Performance Measure�
�
This is how we have performed against these Standards during this year:�
Target�
All libraries�
�
We will make it as easy as possible for you to find what you need in your library�
90%�
95%�
�
You will be able to identify our staff by their uniform and/or ID badges�
90%�
96%�
�
Our staff will be helpful and courteous�
90%�
99%�
�
When you visit you should not have to wait more than 5 minutes to be served�
90%�
97%�
�
We will treat all our customers fairly�
90%�
99%�
�
We will give you the information you need about our services�
90%�
98%�
�
You will be able to understand the information we give you�
90%�
98%�
�
We will tell you how to make comments and complaints about the service�
75%�
74%�
�
We want you to be satisfied with the way we deal with complaints�
85%�
91%�
�
Your library will give you access to other services, including other parts of the Council: health services; online banking, shopping, holiday booking; learning opportunities; local/family history


�
85%�
87%�
�
Where we charge for services we aim to give you value for money�
85%�
94%�
�
Your library will be a safe and welcoming place�
90%�
99%�
�
Customer satisfaction�
90%�
98%�
�



Sample size for all libraries: 1071























  


 Sample size for whole service =  users


  








