08 Customer Service Programme: Part of the 08 Welcome Programme
What is the 08 Welcome?
Our vision is to make Merseyside’s reputation for customer service the best in Europe.  The 08 Welcome programme has been set up by the Liverpool Culture Company to bring together a number of initiatives designed to achieve this. 

Working with our partners we aim to ensure the welcome people receive, not just when arriving here, but from the point when they may be considering Liverpool or Merseyside as a possible visit destination, is as good as it can be.  This means looking at the way we present ourselves as a place to visit, how easy it is to find information about the benefits of coming here, and really looking after people when they arrive.
Feedback from customers about Liverpool suggests that we score highly in terms of our overall friendliness and warmth. So we start from a good base. But being European Capital of Culture in 2008 means that we need to do even better, and the 08 Welcome Programme is designed to give us a structure to help deliver those improvements.

The 08 Customer Service Programme sits within the overall framework of the 08 Welcome. It is our initiative aimed at front line customer service businesses. By that we mean:

· Attractions

· Restaurants and cafes

· Hotels

· Bars and pubs

· Shops and  other retail businesses
We will be developing other aspects of the 08 Welcome programme for other industry groups, but this programme is specifically aimed at those businesses.
How Will the 08 Customer Service Programme Work?
Our programme is a customer facing programme, designed to involve customers by obtaining their feedback on 8 categories of customer service. Forms, containing assessments against criteria which are described in the table below, will be returned to the Culture Company via freepost for processing. 
Your customers will be encouraged to get involved in the programme by the offer of regular prizes from Liverpool Culture Company and local businesses.

The categories are:

	Value for money
	Good value products at a fair price

	Friendliness and warmth
	Friendly, helpful and positive acknowledgement

	Quality
	Quality, range and availability of products

	Access
	A really positive and practical attitude towards accessibility for all with some clear examples of good practice

	Cleanliness
	High standards of housekeeping, cleanliness and tidiness internally and externally

	Service
	Speed of delivery and ability to respond to customer requirements and the needs of specific customer groups

	Appearance
	High standard of visual presentation internally and externally; good appearance of staff

	Family Friendly
	Availability of family friendly arrangements, products and offer


Scoring and Recognition

Scoring will be via the 8 categories, each of which will attract 10 marks.  A further 20 marks will be available for an all encompassing ‘x’ factor where customers will also be invited to give an overall mark and comments.  Total available will be 100 marks.

A newly designed section of the 08 Website will promote businesses and individuals who are given high marks by their customers. This will give us the opportunity to highlight businesses and people who customers say give really good customer service. This will both inform award schemes and also promote the industry to potential recruits.
The scheme is also aimed at helping businesses to look at ways to improve their customer service. An individually tailored report will be provided to each business to provide you with information on strengths and weaknesses as your customers see them.  The Report format would be:-

	Organisation
	Type
	Score x each 08 category
	X Factor
	Overall Score

	
	
	
	
	

	Key Comments

	Recommendations


What if my customers are critical of the service they receive?

  We firmly believe that the more you know about what your customers want and what think of the service, the better you will be able to deliver and improve. This will have a positive effect on your bottom line. Involvement in the programme will also help you and your staff to work together to improve key areas, which will be good for team building and morale. 
We will also provide you with a Business Improvement Pack, which will list details of a range of organisations able to provide support to your business, including recruitment support and training, much of it free. In our view, businesses can be put off by the lack of transparency about who does what in this area, and by the bureaucracy involved in accessing these services. We intend to make it much easier for you to understand and access them. 

And we will invite your views and comments so we can provide regular updates and improvements to the pack, and put updates on our Website.
 What will I receive?
Our 08 Customer Care KIT will contain:
A window sticker advertising your participation in the programme

Internal display material 

A set of customer comment cards and a counter dispenser to contain them

A business support pack

Freepost envelopes to retain and return your comment cards (for central Liverpool businesses we may be able to collect these from you).
You will also be eligible for free membership of the 08 Business Club which we are developing in conjunction with our partners at Business Liverpool. This will offer a wide range of business support facilities (some of which will be described in your packs), opportunities for networking and advanced information about 08 activities and events.
What if I already have a feedback scheme?
We intend that our scheme should be sufficiently flexible to accommodate schemes that exist within businesses already. But we are keen to avoid duplication and extra bureaucracy, so please feel free to ring the Welcome Team to discuss how we can work within the framework of your existing customer scheme.
How often should I submit my forms to you?
This will to a large extent depend on the volume you receive. We believe that fortnightly to monthly would be about right. We think you need to collect at least 30 responses for any consistent pattern to emerge. But if you start to get that kind of response on a weekly basis, then you should start to submit them to us weekly.

We would produce your first report within 3 weeks of receiving your first month’s scores.  We don’t intend to publish these reports on the Website. They will be for you alone. But we will be using the Website to publicise “champions” – both businesses and individuals – and to develop features on aspects of the scheme - for example “business of the week”. 
How do I sign up?

It’s easy

· Access our website www.liverpool08.com and click on  08 Welcome 
· Ring 0151 233 2008

We will log you into the system, send you your pack during October 2005, and away you go.

My business is not in Liverpool, can I still get involved?
We are very keen to encourage businesses from throughout Merseyside.  Some of our business support material will have a stronger Liverpool focus in the first instance, but we will build our range of Merseyside facilities depending on the level of take up from the Boroughs. We are also working with the Mersey Partnership and local Tourist offices to look at ways to link this programme to Borough award schemes.
Thank you very much for taking the time and trouble to read this Factsheet. We look forward to working with you to make the 08 Welcome feel really special.
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