
 

 

Customer Service Standards (2020) 

These Customer Service Standards reflect the vision and values of the Trust and outline the level of 
service that our customers can expect to receive when they contact us. We continue to work to 
achieve high levels of customer satisfaction across all our services and welcome feedback on these 
areas. We will monitor our performance against any customer feedback and the measurable service 
standards. Individual performance targets are reviewed annually.  

A) We will always:  

1. Be polite, friendly, patient, honest, helpful and listen whenever you deal with us.  
2. Resolve your enquiry fully, but if for any reason we cannot do this straightaway we will 

explain this to you with timescales on our expected resolution.  
3. Keep you informed on our timescales and the progress of your enquiry.  
4. Provide accessible services for all in our key offices and in many of our attractions and canal 

side locations. We commit to advising of any access issues affecting customers using any of 
our offices, attractions or key destinations when you contact us to discuss this. 

5. At many of our public offices and all our attractions, we have disabled toilets and hearing 
loop facilities. Contact us to find out where these services are.  

6. Work to provide the information you need in alternative forms upon your request e.g. large 
print, audio format, Braille and arrange telephone translations with the Language Line 
service. (Please note - the written translation service takes up to 7 days).  

B) When you visit one of our key offices, we will:  

1. Clearly display our advertised opening hours and ensure our offices are accessible, 
welcoming, clean and tidy.  

2. Have a wide range of customer information available on display.  
3. Aim to greet you within five minutes, in public offices where we do not operate a dedicated 

reception desk. In offices with a reception we aim to greet you within two minutes.  
4. Try to see you if you do not already have a prior appointment or make another suitable 

appointment with the person you need to see.  
5. Provide private meeting rooms where available.  

C) When you telephone us, we will:  

1. Aim to answer 80% of calls within 30 seconds  
2. Ask you to confirm your name, address, telephone and email details.  
3. Aim to answer your enquiry in full at the first point of contact.  
4. If we cannot fully resolve your enquiry at the first point of contact, where possible we will 

pass you on to the right person or service that can. 
5. Reply to any call back requests, left on our customer service voicemail, within one working 

day.  
6. Have up to date voicemail greetings in place, if we cannot answer our telephone.  
7. Provide an out of hours service for urgent calls, when our offices are closed. This service will 

ensure that urgent situations are appropriately responded to. Any routine or non-emergency 
enquiries can be reported using the normal channels of communication rather than the out 

https://canalrivertrust.org.uk/contact-us
https://canalrivertrust.org.uk/contact-us/contacting-us-in-an-emergency


of hours line.  In an emergency call 999 immediately, then you can inform us on our out of 
hours service.   

D) When you email or write to us, we will:  

1. Acknowledge receipt of your email or letter promptly.  
2. Respond to your enquiry within 5* working days.  
3. Answer any complaint within 15* working days after it has been acknowledged.  
4. If we cannot achieve these timescales, we will contact you to explain why and update you on 

a fresh timescale.  
5. Use plain, jargon free language.  

* Working days do not include weekends or public holidays.  

E) When a representative of the Trust visits you in your home or boat, they will:  

1. Allow time for you to answer the door or the telephone.  
2. Provide their name and identify themselves on request.  
3. Respect your property and your personal belongings.  
4. Leave you a calling card where possible, with the name and a contact telephone number, if 

you are not at home or on your boat.  
5. Notify you in advance if we are unable to keep our appointment and rearrange it at your 

convenience.  

F) If you are happy or unhappy with our customer service:  

We welcome your feedback on all the services we deliver, so we can continually improve how we do 
things. Your views are important to us and we treat them seriously.  

1. If you are happy with our service or would like to leave us feedback, please tell us via our 
Contact us form, so we can pass on your compliments to our staff and use your feedback to 
improve our services.  

2. If we have done something that you are not happy with then please tell us so we can fix 
things as soon as possible.  

3. If, however, we cannot resolve your concerns, you may wish to complain. We welcome your 
feedback on areas which have not gone well so we are given the opportunity to improve. 
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