
CUSTOMER
STANDARDS



phone &
VoICemaIl

By putting customers at
the centre of everything we
do and thinking about the
service we are providing,
we will increase customer
satisfaction levels, reduce
complaints and increase

our reputation

By implementing the
following standards we

will be able to:  
Make it very easy for•
customers to receive
services and support
from us
Design ways of working•
which are focussed on
delivering a positive
experience for the
customer
Enable our staff to give•
the best customer
service as possible

Calls should be answered
within 21 seconds

Voicemails should be
responded to the same day
(or the next working day if
the voicemail was left after
3.30pm)

If you work part-time, you
should work with your team
to ensure measures are put
into place (such as call
forwarding on non-working
days)

If you are on leave, out of
the office for the day or in
the office but unable to take
calls, you should arrange for
all calls to be forwarded. If
you are unable to forward
your calls to a member of
your team, they can be
forwarded to Customer
Services (prior notice must
be given) who will then
arrange a call back request

 

  
          



To record a voicemail message, press the ‘message’ button on your
handset and follow the instructions.
The corporate voicemail template is as follows:

If you are going on leave, will be out of the office, or are unable to
take calls, you should amend your voicemail message accordingly. 
Example
“You have reached the voicemail box of (insert full name) at West
Lindsey District Council. I am in the office but unable to take
telephone calls until (time). If you wish to leave a message and your
contact details, I will contact you upon my return”.

You should ensure that all calls are forwarded (as instructed on
previous page)

RECORDING A VOICEMAIL MESSAGE

“hello, you have reached the voicemail box of (insert full name)
at West lindsey District Council. I am sorry, I am not available
to take your call right now. please leave a message and I will
get back to you within one working day. alternatively, you may
wish to check out our online services or contact our Customer
First Team on 676676”
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DISPLAYING YOUR IDENTITY & CONTACT DETAILS

SETTING UP YOUR EMAIL SIGNATURE

It is good email practise to make clear who the email is coming
from, and to include contact details in your signature. This makes it
easy for people to get in contact with you or your department.

Below is an example of the expected email signature.
See Minerva for the template and guidance. If you have any issues,
speak to the communications team.

EMAIL DISCLAIMERS

As part of GDPR regulations, the council has set an automatic
disclaimer at the bottom of each email, protecting you and the
council. You do not need to take any action.

John Smith
Council officer

01427 676676
Guildhall | Marshalls Yard | Gborough | Lincolnshire | DN21 2NA



SENDING EMAILS TO MULTIPLE ADDRESSES

When sending an email to multiple recipients, all email addresses
should be hidden by using the BCC field in your emails. This is
because email addresses are classed as personal information and,
by not hiding them, you could be breaching General Data Protection
Regulations (GDPR).

how
All email addresses that you intend to send an email to should be
input into the BCC field on your email. You can leave the To field
and CC field blank and it will still arrive at your intended recipients.

The BCC field is not available in email forms by default. To display
the field, follow these steps:

> Open a new email
> Click the ‘options’ tab
> Click on the BCC icon (it will highlight in blue)
> You will now have the BCC field in all new email forms

If you have any concerns about GDPR, you can contact Steve
Anderson, our Data Protection Officer.

 
 

 
          



SENDING EMAIL ATTACHMENTS

EMAIL ACCESSIBILITY

Sometimes, you may need to attach a file to your email. Be
aware of the size of the file you are attaching:

Your recipient’s inbox or mail account may not have much space•

Some mail programmes don’t allow users to remove the•
attachment from the email and save it - they may only have the
choice to delete it all or keep it all

Some companies’ mail servers reject very large attachments•
without notifying the mail recipient

They increase the size of your sent box•

If the file you are sending is big, or the mail group is large, try
the following instead:

Consider using a file transfer site (such as wetransfer.com)•
where the recipient will be sent a link to download the file you
have uploaded

If you are sending an internal email, store the document on a•
shared drive (if all your recipients have access) or on Minerva
and circulate the location. 

Your recipients may have specific accessibility needs. The recipient
should have total control over how they read the message and be
able to apply character size, font or colour settings of their own to
make the message more readable for them. 
If in doubt, use plain text.
Using plain text with no formatting, colour and minimum size 12 Ariel
is a safe option. The plain text format is also kindest to recipients
who receive a lot of emails, as it takes up least space in their mail
folders. 
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email overload
can cause
stress!
Ask yourself
“is this really
neccessary?”
Consider
picking up the
phone or
speaking to
someone in
person.

You want your
email to be
opened.
Your subject
line should
clearly
sumarise
your
message.
Include the
date if it is a
regular series

of emails.

Too much information can
confuse.
Use short, to the point
sentences. Numbers and
bullet points can break
up blocks of text.

Your email reflects the
professionalism of you and the
council.
Sign messages off properly,
avoid using emoticons,
informal jargon or

abbreviations.

Choose
your words carefully!

You cannot use body
language or non-verbal cues in

emails which puts you at a
disadvantage.
Think about how your email ‘feels’
and how your reader might
interpret it.

halt before
you hit send!

Check for spelling, grammar
or punctuation errors. Simple
mistakes can still detract from your
message and look unprofessional.



BRanDInG

please adhere to West lindsey
District Council’s corporate

branding when sending letters,
creating powerpoint
presentations, etc.

The WlDC logo, branding
templates and guidelines can
be found on minerva. If you

have any questions regarding
their use, please speak to the

communications team.

If you require any further
information about any of the
information covered in this
handbook, please contact

lyn marlow.
 

  
          


