CLIENT CARE CHARTER
All employees and agents of GINARE CONSULTING should:
· Be polite, helpful, open and honest in all dealings with customers
· Treat everyone fairly and equally

· Be clean, tidy and dress appropriately for their role
· Provide clients with clear information about our products & services in plain language / appropriate formats

· Be knowledgeable in any areas they offer advice or support

· Only ever offer advice or support in areas of their expertise / knowledge

· Refer to a colleague or  partner any queries about which they cannot offer sound advice or support 
· Commit to continued formal and informal personal development of their area of skill and expertise

· Commit to working with progressive models of service and practice

· Commit to promotion of best practice sharing at all times

If you contact us by telephone you should expect that your call:
· Is answered within five rings OR an appropriate answerphone message available to inform you of opening hours OR the availability of the person you are contacting directly
· To be handled efficiently with the person taking the call asking for your name, department or service
· To be transferred efficiently 
· To speak with knowledgeable people
· To have a return call when leaving a message within one working day.

If you contact us by letter, fax, or email you can expect:
· Acknowledgment of emails within 1 working day OR an out of office notification and alternative contact details.

· Reply to letters, faxes and emails within 2 working days.

If you arrange a meeting with a representative of GINARE CONSULTING you can expect:
· That the appointment will be confirmed in writing (email or post)
· That the representative will call within 12 hours of appointment to reconfirm 

· The representative to be at the appointment on time

· In the event of unavoidable delays then the representative will communicate the delay with you.
· The representative to show their identification on meeting 

If you commission a service from GINARE CONSULTING you can expect as a minimum:

· A copy our terms and conditions

· An information pack containing details of any representatives qualifications / credentials / clearance / testimony

· A copy of our insurance cover
IF you contact GINARE CONSULTING you are assured that:

· We will not share your information with any 3rd parties

· There is no obligation to use services or buy products

· There will be no hard sell or follow ups to enquiries

IF you contact GINARE CONSULTING you may be approached by email for feedback on your contact or subsequent services provided or quality of products supplied. You are assured that:
· There is no obligation to respond to quality assurance questionnaires

If YOU HAVE CAUSE TO COMPLAIN ABOUT GINARE CONSULTING you can expect efficient handling of the complaint in accordance with our client complaints policy, provided to all clients on commissioning services or purchasing products. Our complaints policy is also available upon request to any interested parties. 
