
 

CUSTOMER CARE POLICY 
 

Ross & Roberts Ltd aims to set clear standards of service and to regularly review 

and improve its performance.  Ross & Roberts resources will be used effectively 

and efficiently in order to provide the highest standard of service to all 

customers. 

 

Ross & Roberts will openly provide clear information about its services, which will 

be easily accessible to everyone who needs them. All enquiries and complaints 

will be dealt with in a prompt manner.  Ross & Roberts’ present and potential 

clients will be consulted with, and their views will be used to continually improve 

the service provided. 

 

How we deal with Correspondence and / or other types of communication 

 

 Customers will be attended within 5 minutes of arrival. 

 Letters will be replied to within 5 working days and promptly 

acknowledged. 

 Answer the telephone within five rings. 

 We will deal with your emails within 48 hours. 

 We will give our customers choice in accessing our services, be it face to 

face, over the telephone or by electronic means. 

 

Members of Staff 

 

Ross & Roberts understand that we rely on our staff to deliver great Customer 

Care and therefore we will: 

 

 Ensure that all our staff are trained and competent to deliver our services. 

 Ensure that that our staff treat everyone related directly or indirectly to 

Ross & Roberts as we would wish to be treated ourselves with respect, 

courtesy and understanding. 

 We will designate fully trained staff, to answer written or verbal enquiries 

accurately and clearly.  

 We will give our names if requested when dealing with telephone queries 

and wear name badges when dealing with customers face to face. 

 We will always be polite, respectful and honest to our customers without 

discrimination. 

 We will provide a fair and simple process to use our complaints service if 

customers do not receive the service we aim for. 

 

 

 

 



Measuring our Performance 

 

 We will conduct regular client surveys to ascertain your views on how our 

services may be improved. 

 We will constantly review and update our services and strive for 

continuous improvement in quality, efficiency and cost-effectiveness. 

 We will investigate all complaints thoroughly, as quickly as possible, and 

learn from our mistakes. 

 

Managing the Process 

 

 We track and monitor enquiries to ensure our promises are delivered. Ross 

& Roberts will then analyse comments and complaints to learn what can 

be done to improve our services for the future. 

 Wherever possible, clients have full electronic access to charge payers 

records. 

 Regular meetings will be held between directors, managers, office and 

enforcement agents and other staff to maintain service levels and 

communication. 

 

 

Overall Ross & Roberts is fully committed to provide excellent service and to work 

in partnerships with clients so that the best outcomes can be achieved.  
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