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Melanie Best – Service Lead, Customer 
Engagement & Transformation 

Forward Plan Ref: EX4534 

1 Purpose of the Briefing 

1.1 To review and refresh the formal public-facing Customer Charter created in 2022.   

2 Background 

2.1 In 2022, the current Customer Charter (Appendix A) was developed as an output of the 
Communications & Engagement Strategy.  Two years on, and considering our current 

Council Strategy, it is appropriate that we revisit the content and style to ensure it 
remains aligned with our strategic objectives and we review how well it is embedded in 
the organisation. 

2.2 Prior to the introduction of the Charter in 2022, a significant amount of work was 
undertaken, including a full consultation exercise,  to consider the appropriate criteria 

and service standards which underpin good customer service.  This review does not 
propose any fundamental changes as the content of the Charter remains relevant but 
despite efforts at the time, it is still not widely referred to or embedded in the authority. 

2.3 It is proposed that this refresh incorporate a slight rebranding and a supporting 
communications campaign to revitalise the Charter and ensure that customers remain 

at the core of all services across the council.  The refresh exercise is not subject to 
consultation given the principles of good customer service remain unchanged there is 
no requirement to reconsult. 

2.4 As stated above, the commitments are essentially unchanged and align with our Priority 
Area 1 (Services We are Proud of) Goal 1A ‘Ensure West Berkshire Council offers good 

customer service to our residents and business’.    The Charter centres on how the 
council delivers its services to customers and sets out clear service standards which 
customers can expect, regardless of the method of contact which include; 

 Telephone 

 Email or letter 

 Social media 

 At our offices 

 In their homes/ the community 

https://www.westberks.gov.uk/media/56452/West-Berkshire-Council-Strategy-Delivery-Plan-2023-2027/pdf/Council_Strategy_Delivery_Plan_23-27_Sept_23_1dddcypll9pf1.pdf?m=1695829715657
https://www.westberks.gov.uk/media/56452/West-Berkshire-Council-Strategy-Delivery-Plan-2023-2027/pdf/Council_Strategy_Delivery_Plan_23-27_Sept_23_1dddcypll9pf1.pdf?m=1695829715657
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2.5 It also sets out how customers can escalate their concerns, compliments, or feedback 
so that we can resolve issues and use this to further improve service delivery.  Most 

recently we have enabled call recording through our new telephony system which will 
further aid our training and monitoring capabilities. 

2.6 The final part of the Charter seeks to outline what we ask of our customers in return to 
perform our roles effectively and help them in a timely manner. 

3 Current Status and Refresh Option 

3.1 The original Charter was rolled out with a view to supporting the culture of good 
customer service being the responsibility of the entire organisation.  All teams interact 

with customers, either directly with residents and suppliers, or internal customers.  
Whilst this has been successful up to a point, some two years on as it is not fully 
embedded in the consciousness of the organisation or our customers.  Adult Social 

Care have created their own Charter which would indicate there is a lack of awareness 
that the corporate Charter exists, or that they feel they require a specialist version, given 

the nature of the services they provide but this should complement the council’s main 
customer Charter.  There are also other areas of the organisation who have expressed 
an interest in creating a Charter to enhance their offer to customers so a corporate 

Customer Charter may well suffice for those services and prevent duplication of effort.  

3.2 The introduction of the Behaviour Framework provides us with another opportunity to 

strengthen the status of the Charter across the council and the refresh will remind 
everyone of our commitment to our communities.  The Behaviour Framework will be 
embedded into the performance framework for the organisation and this too enhance s 

the focus on customer service across all services of the council ensuring everyone 
commits to delivering good customer service.  It is further supported by the Council’s 

Strategic priorities and Delivery Plan as outlined in 2.4.  

3.3 Customer Focus is one of the three main corporate values in the Behaviour Framework 
alongside two main behaviours around Customer Excellence for everyone through; 

 Working to understand individual customer needs 
 Being proactive and deliver on my promises made to customers 

 Understanding and displaying excellent and consistent customer service 
 Keeping customers informed of progress and; 
 Being honest about what I can deliver to manage customer service expectations 

3.4 Responsibility and Accountability for everyone through;  

 Taking responsibility for my own actions and wellbeing and act with integrity and 

honesty 
 Doing what is right and act in a way that supports WBC as a whole not just my 

area 

 Acting objectively and take decisions impartially and fairly without 
discrimination or bias 

 Taking decisions in an open and transparent manner 
 Recognising and understanding the impact of my own behaviours and 

emotions on others 

https://intranet/behaviour-framework
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3.5 The Charter also sits alongside other activity designed to transform how customers 
interact with us through the continuation of digital self-service routes being developed 

and promoted and understanding the importance of ensuring the experience is 
consistent, regardless of how they choose to contact us.   

4 Refresh options 

4.1 Research across other councils shows that there are many options available in terms 
of the customer Charter could be presented and feedback indicates that the existing 

version is very text heavy, so we have opted to simplify it and use graphics to enhance 
its appeal.  It is important to make the Charter eye-catching to draw people’s attention 

to reading the basic messages we wish to convey. The detail of how we will provide that 
level of service will be contained in a supporting leaflet and available on the website in 
time. 

4.2 Appendix B shows a mock-up of the potentially simplified version which still contains 
the core messages about what the customer can expect and what we expect of them 

but is less text heavy.  It can be displayed in windows, receptions and libraries, as the 
current version is but the more detailed content could be available in a smaller DL paper 
leaflet for those who wish to read more, as shown at Appendix C.   

4.3 By way of background to this paper, other council examples were reviewed and a 
separate Appendix D (available upon request) was shared with Members and officers 

setting out different styles, although many have simply opted to have the Charter 
available on their websites with no other supporting documentation, although Gosport 
offer a leaflet for customers, as proposed for West Berkshire.  The content itself though 

is similar across all of them and from initial conversations and Operations Board 
feedback, this style appears to be favoured.   

5 Conclusion 

5.1 The existence of a customer Charter which was designed, produced, and agreed upon 
by all service teams in the council demonstrates our commitment to the communities 

of West Berkshire.  Taking the time to revisit and reflect on its contents and relaunch it 
also shows we are serious about maintaining the high standards of customer service  

and supports our council priorities. 

5.2 The council is facing huge financial pressures and our focus on improving digital 
services and responding to requests in the most cost effective way continues to drive 

how we adapt and deliver our services.   Throughout all that change, it is important to 
show the public that we are listening to them and making ourselves available to support 

them when and how they need us.   

6 Recommendations 

6.1 Executive Members review the revised documents (Appendices A-C) and provide 
approval to proceed with the revised version. 

6.2 The revised document will be produced, uploaded on the website, printed copies 

produced for reception, libraries, museums etc at minimal cost to the council. 
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6.3 A small, but targeted communications campaign, will be developed to get the refreshed 
version out to customers on WhatsApp, Let’s Chat, other social media channels and 

relaunched on our website, amongst other options to assist with embedding the new 
version and how it links with our behaviour and performance management frameworks. 

7 Appendices 

7.1 Appendix A – the current Customer Charter 

7.2 Appendix B – the proposed simplified refresh Charter poster  

7.3 Appendix C – supporting leaflet  

7.4 Appendix D – available on request but due to the length is not included here. 
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Appendix A – current West Berkshire Council Customer Charter 
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Appendix B – Proposed refreshed Customer Charter 
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Appendix C – proposed supporting leaflet  
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