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INTRODUCTION

As a Council we will continue to transform and improve the 
way we work. Even with the challenge of less government 
funding we are determined to continue to deliver the best 
services possible. We will maximise the benefi ts provided by 
new technology, take opportunities for smarter ‘One Team’ 
working and continue our drive to be more customer fi rst 
focused and effi  cient in the design and delivery of services. 

More and more people want to access services online, as it is 
quicker and more convenient. Over the next two years we will be 
improving and increasing our services available online so we can 
focus our limited resources on the people that need the most help.

What is Customer First?
Customer First is:

“ Putting customers at the heart of service 
delivery; ensuring value for money, 
fl exibility and choice”

Our Customer First principles are:

•  Meeting customer needs

•  Being accessible

•  Improving customer experience

•  Providing value

Putting our customers fi rst is everybody’s job; frontline 
with customers, processing a service request or application, 
delivering a service, providing an internal service to support 
the delivery of services or managing operations.

Who are our customers?

•  Residents

•  Businesses

•  Visitors and tourists

•  Other councils

•  Charities

•  Partner organisations

•  Community groups

•  Staff

•  Councillors
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What does Customer First mean in practice?
It means:

Meeting customer needs

•  We will provide an efficient, accurate, transparent service

•   We will own and respond to all issues customers present to us

•  We will keep our promises

•  We will have clear standards that our customers can expect and judge us by

•   All staff will take responsibility for providing excellent customer service

Being accessible

•   We will regularly review our communication to ensure it is clear, easy to read and 
understand and meets the diverse needs of our communities 

•  Our website will be clear and easy to use

•   Customers will be able to access our services online, face to face and over the 
telephone

•  We will work with partners to deliver our services

•   We will work collaboratively with the voluntary and community sectors to improve 
access to services and support those most vulnerable

Improving customer experience

•   Our workforce will be flexible and adaptable to meet the changing demands 
of our customers

•  We will listen to our customers and use feedback to make improvements

•   We will monitor our performance and customer satisfaction to ensure our 
customers receive a high quality service

Providing value

•    We will promote our online services so frontline staff can support those that need 
our help and assistance

•  We will make our services online and better value for money

•  We will ensure our customers can contact us easily

•   We will ensure our staff have the right skills and knowledge to meet 
customer expectations

•   We will focus our service delivery on getting it right first time for customers
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We will respond fully to your enquiry within 10 working days 
or acknowledge receipt of your correspondence and let you 
know how long it will take to respond fully to your enquiry 

 

We will acknowledge receipt of your e-mail within 1 working 
day and respond fully to your enquiry within 10 working days

The Community Contact Centre is the main telephone service 
for Hastings Borough Council. You will receive clear and 
straightforward information about our services  

We aim to minimise the amount of time you wait to speak to 
someone and will keep you informed of current waiting times 

We will aim to provide a polite, welcoming and effi  cient 
service, resolving your enquiry fi rst time wherever possible. 
We will ensure that staff  members are smart and presentable 
and wear name badges

We aim to deal with your enquiry in 15 minutes but at busy 
times you may need to wait longer, however we will tell you 
how long it is likely to be before you are seen

  

Many of our services can be accessed online through My Hastings 
at any time. Our online forms will be quick and easy to use and we 
will let you know how long the it will take to resolve the issue

Our Customer First standards
We aim to satisfy all customer queries at the fi rst point of contact with the Council.

We aim to make all of our services customer focused, accessible and fl exible. 
In terms of communication:

We will  measure our success against these standards

Writing to us

My Hastings

Calling us 

Visiting our offi  ces
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E-Mailing us



Why is it important?
Customer First is important because we want to provide 
a better service for our customers and improve customer 
satisfaction. It is a priority in our Corporate Plan.

Our contact with you
We will always try our hardest to provide the best experience 
for our customers. Sometimes we will get it wrong. When 
we do we will take responsibility, do what we can to fix our 
mistake and make sure that we learn from it.

In these instances we will ask that customers are patient 
and respectful to our staff. Where possible we will ask that 
customers work with us to fix the error. We want there to be 
mutual respect and trust in our relationship with customers.

Abuse of our staff will not be tolerated.
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HOW WE ARE DOING THIS

Review and Redesign our Services

We will continue to business process map our services and 
undertake service reviews to understand what’s working 
well and what’s not. We will identify how it could be improved 
and redesign to meet our customers’ needs. 

Making Services Accessible Online

Lots of our services can be accessed online through My 
Hastings, which is the quickest and easiest way to do this. 
You can report issues, apply for or book services, view your 
council tax account or housing benefi t claim details already. 
We will be increasing the number of services available through 
My Hastings and making sure they are clear and easy to use. 

Improving Customer Communication

Customer communication is a key priority for us. We have 
redesigned the website to make it customer focussed and 
accessible. We will continue to review the information on the 
website to make sure it is up to date, clear and easy to understand. 

We train all our staff  in the customer fi rst principles and standards. 
We have introduced a communications toolkit for staff  to improve 
the quality of all council communication to ensure they are clear, 
consistent, helpful, jargon free and in plain english. We will 
regularly review a sample of letters and customer communication 
to identify areas which need to be improved.

Improving Customer Experience

We will undertake mystery shopping exercises, customer 
satisfaction surveys in the Community Contact Centre, 
monitor customer complaints and feedback to make 
our services better.

We will involve volunteers to test our online services 
to ensure they meet customers needs.
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Further Information
For further information please email 
customerservices@hastings.gov.uk 


