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Service promise

We pride ourselves on maintaining high standards of service for all of our customers. We have an ongoing commitment to revise and improve our service to continue giving customers a high quality experience.

To provide the best possible customer service we aim to:
· Employ staff who are honest, knowledgeable, professional, courteous, helpful and friendly, maintained through continuous training 

· Make sure all staff understand and deliver the same high level of service to every customer

· Provide information and publicity about our events and inform customers of any additions or changes to the programme of events and classes as soon as possible 

· Provide a pleasant and welcoming environment

· Deal with enquiries promptly or give a reason for any delay

· Make events accessible and safe for everyone

· Display full terms and conditions for ticket sales
· Provide comments cards at reception and monitor feedback
· Listen to customer comments, suggestions and complaints and act upon them if possible in a timely manner

· Continually review and improve training, policies and procedures as part of upholding professional standards 

· Make Access information available to everyone

· Provide all employees with an Employee Handbook detailing company policies

· Answer all calls in a maximum of 5 rings during business hours. If a call cannot be answered any messages will be returned with a call as soon as possible

· Regularly check the answer phone and respond to messages quickly and efficiently. If messages are left while the building is closed, they will be returned as soon as possible on the next working day.

· Make sure that customers are able to contact the organisation by phone, fax, email, or in person and will receive the same high level of service.

· Reply to customer correspondence by letter or email within 14 days

· Prominently display information regarding refunds and exchanges within the box office area.

We recognise that quality service can only be achieved in partnership with our customers and ask you to:

· Treat staff, tutors and fellow building users with respect

· Treat the building with respect

· Look after your personal property and belongings

· Inform staff of anything unusual

· Help us by telling us if we do not meet your expectations by giving us your feedback, comments and suggestion.

Unacceptable customer behaviour includes
· Verbal abuse

· Threats of any kind

· Physical violence

· Being under the influence of controlled drugs 

· Excessive consumption of alcohol
· Any behaviour which could cause disruption to other visitors to our building
All information gathered or held regarding personal details are only used by Déda in accordance with the Data Protection Act and with the agreement of the customer. If you would prefer that your details are not used by Déda for mailing purposes please contact the box office. 

If you have a comment, suggestion or complaint please contact:

Nicola Cawkwell, Customer Services and Facilities Manager

Post: 

Déda, Chapel Street, Derby DE1 3GU 
Email:

n.cawkwell@deda.uk.com

Telephone:
01332 374661

For more information about events, ticket sales and access information please visit www.deda.uk.com
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