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Education Information, Advice and Guidance Service: Service user care policy 
Thomas Pocklington Trust (TPT) is committed to delivering excellent client service. This policy sets out what this commitment means in practice, what our servicer users can expect from us and what we expect from our users.
TPT provides a wide range of services for blind and partially sighted people of all ages and backgrounds across the UK and it is important that everyone receives the same high-quality response. 
If TPT is unable to help our client or there are other service providers that can help more than us, then we will signpost/refer service users to appropriate external services. 
Our promise to you 
We are committed to promoting access to our services and offering choice wherever possible in the services we provide and the way we deliver them. Workers and volunteers are responsible for providing an efficient, caring and professional service.
Responses
Service user contact should be provided in the most appropriate format, usually via email. However, we will check with users that we are communicating in a way that is accessible for them including offering phone, video call or text message/WhatsApp communications.
We will ensure that you are dealt with:
· Quickly.
· Fairly.
· In a courteous, helpful manner.

We will always: 
· Be open and honest and explain our decisions.
· Ensure that advisers take responsibility for resolving or dealing with your query, or that they refer it to an appropriate colleague.
· Give as much information as possible to help you make informed choices.
· Act in accordance with the law.
We would like you to:
· Give us the information we need to help you.
· Treat all our advisers fairly and with respect.
· Give us your views and suggestions to help us to improve our services.
· Keep any appointments that you have with us.
Our customer care standards
Responding to your initial enquiry
We will aim to respond to your initial enquiry, whether by email or our student support enquiry form, within three working days. Where you have called our support line, we will attempt to resolve your query at the first point of contact, if possible. If this is not possible, we will pass your call to someone who can help and ensure that you have the name of the person dealing with the query.  
We will ensure that, upon contacting our service, our users are aware of relevant policy and procedures that apply, including our Privacy Policy.
We will ensure that within the response provided, users are given a named contact of the person dealing with the issue.  

Responding to any follow up communication
Once you have a case with us, we will aim to respond to any further communications as soon as possible, with a maximum follow up response of five working days. Where the adviser may need more time, for example to collect information or prepare documentation on your behalf, they will notify you of this and explain the reason why.  


Contact by telephone line; we will:
· Aim to answer the telephone within a reasonable time, depending on capacity, during normal working hours. 
· Use answerphones as appropriate and provide a message that will be as helpful and informative as possible.
· Attempt to resolve your query at the first point of contact, if possible. If this is not possible, we will pass your call to someone who can help and ensure that you have the name of the person dealing with the query.
· Follow up any telephone conversation with an email, outlining what was discussed and next steps. 
Contact by email; we will:
· Aim to respond to standard written or email enquiries within five working days of receipt, resolving the issues raised if possible. If the issue is more complicated and likely to take longer to resolve, we will give you an idea of how long this will take.
Contact by video call; we will:
· Conduct all video calls via Microsoft team's link to ensure security and privacy of call
· Provide an appropriate date/time for the video call in accordance with service opening hours and your availability
· Provide a meeting invite link via email and, if required, through a calendar invite. 
· Provide the option to record the video call for reference purposes. This will only be done with your permission and if recording is a helpful record tool for both parties

Contact through text message and/or WhatsApp; we will:
· Provide text message or WhatsApp message/voice notes where you have requested this form of communication
· Provide any contact via text message/WhatsApp during service opening hours only and through TPT provided mobile phones to ensure compliance with GDPR regulations

What we ask of you
TPT’s staff and volunteers should not be expected to deal with rude, abusive or threatening behaviour. If such unpleasant behaviour is encountered and cannot be calmed down, advisers will politely state that they will have to terminate the contact (put the telephone down/leave the meeting etc). TPT will take appropriate action against any individuals who are abusive to workers. 
Delivering an effective service to users with different needs
All our users have the right to expect the same level of service.  TPT should be careful not to make assumptions about people’s needs or abilities but should consult them to identify their needs.
We will make every attempt to supply information in an appropriate format and we will make sure that disabled people and people whose first language is not English can, dependent on resources and availability, get access to interpreting, translation and communication support.
Making the policy a success
This policy sets out TPT’s commitment to its users. In order for us to learn and improve our services we want to use the feedback from the contact that we have to make changes.
We will do this by:
· Publicising our standards to our users.
· Carrying out service evaluation surveys to measure the success of the policy.
· Internal monitoring of service delivery to ensure all our services meet standards.
· Supporting and training advisers to provide high quality information, advice and guidance. 
· Monitoring our complaints to identify where we need to make improvements.
Feedback and complaints
If you feel that we have not met the standards set out in this policy, you can speak to a member of our senior management team to give us your feedback. All feedback received will be investigated and receive a full response.
For a copy of our complaints policy and procedure or to provide feedback on our service, please contact info@pocklington.org.uk 

Confidentiality, Data Protection & Privacy and Conflicts of Interest
All our users have full access to all their information and data that we hold on to. Data and information will be used in line with our Privacy Policy.
Conflicts of Interest
We have in place policies and procedures that enable us to identify and manage conflicts of interests internally and as regards the provision of services. 
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