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TRADING STANDARDS CUSTOMER CHARTER

WHO ARE WE AND WHAT DO WE DO?

Trading Standards is part of Legal & Protective Services and operates from Bridgegate House, Irvine.  Our main job is to apply the law in respect of the standards for trading and consumer protection.

We carry out our job by providing a high profile Consumer Advice Centre on the ground floor at Bridgegate House with easy access for consumers to obtain information about goods or services or to complain about goods or services where consumers feel they have been treated unfairly or unjustly or been subject to a scam or con. No appointment system is required and we are open at the times lsited below.  We also provide advice to business on their legal obligations.

We also carry out regular inspections of trade premises; investigate complaints; purchasing, sampling and testing of consumer goods and monitoring adverts. The following cover the main areas: -

· Fair Trading

· Conciliation of consumer disputes

· Consumer Education

· Unsatisfactory goods or services

· Unfair Contract Terms

· Consumer Safety

· Distance Selling

· Consumer Scams

· Financial Education

· Consumer Credit

· Small Claims

· National Entitlement Card

· Pre-purchase advice on goods or services

· Price Comparisons

· Weights & Measure

· Trade Descriptions

· Consumer Safety

· Animal Health

· Age restricted sales

· Petroleum Licensing

· Unfair Contract Terms

The level of service you can expect when dealing with North Ayrshire Council’s Trading Standards Services is: -

Customer Care

We will:

· Be polite, respectful and helpful;

· Wear name badges where appropriate so you can recognise and identify us;

· Provide an efficient and effective service from the first point of contact; through to conclusion;

· Observe privacy and confidentiality where appropriate;

· Respond to your needs in order to access our services; and 

· Monitor, evaluate and publish our performance.

Telephone Calls

We will:

· Operate effectively a calls option transfer system from our main Trading Standards telephone number. 

· We work with our partners CDS - Consumer Direct Scotland (Office of Fair Trading) who can handle any first point of contact calls requiring initial consumer advice only from consumers. 

· Option 1 enables consumers to redirect themselves to CDS which operates between 0800 and 1630 hours weekdays and includes Saturday mornings for pre-purchase information or consumer rights advice only. This enables our staff to handle referrals back  from CDS which require intervention and to prioritise our workload at local level.

· Option 2 enables consumers and all business calls to redirect themselves to our Trading Standards Service where calls will be answered promptly by a member of staff. 

· If you have a hearing impairment you can access our advisors via BT Typetalk and if you are visually impaired we have a number of leaflets available in Braille and on audio cassette.

· If you have a language problem we also have numerous leaflets in other languages and can offer the services if required of an interpreter.

Written Correspondence, Fax and Email

We will:

· Provide an acknowledgement regarding your enquiry or complaint within 10 working days.  In cases where there is going to be a delay, we will provide an interim reply explaining the position and when you can expect a full response.

· We may require a mandate signed by you giving us authority to act on your behalf. This is a common procedure when dealing with financial matters and is required under The Data Protection Act.  

Personal Callers

We will:

· Provide advice and assistance to personal callers at our Consumer Advice Centre. Callers do not require any appointment to speak to a member of staff but you can make an appointment if you wish. 

· If you cannot visit our office because perhaps you are elderly or are physically impaired and the matter can’t be dealt with by phone or correspondence then we can visit you at home.

· Interview rooms are available if required. 

Performance Standards

Trading Standards will aim to provide the following standards of performance at all times, but please note that complex cases may take longer to resolve.  A more accurate estimate of the expected response times can be discussed with any member of staff at the time of enquiry or submission.

We will:

· Keep you informed of progress in regards to your enquiry or complaint at least every 14 days

· Respond to a request for a service within 10 working days where possible.

· Try to visit your business premises during normal opening hours, although we will not always give you notice of our visit.

· We work to the standards set in the Quality Mark Scotland – QMS (General help at casework level). 

· We may offer opinion or give you advice on your legal position in good faith based on the facts at hand. 

Remember it’s is only the courts that can interpret the law  however we can provide our opinion.

· We will act impartially at all times between consumers and traders. 

· We shall provide a courteous and efficient service incorporating best practice in customer care. We shall not discriminate on the grounds of colour, race, nationality, ethnic or natural origin, gender, sexuality, disability or any other category.

Complaints

If you are not satisfied with our service the quickest way to have the matter dealt with is to discuss it with the member of staff you are dealing with or submit a written complaint to the Head of Service or complete a “Listening and Learning” form.  These are available at all Council buildings, including libraries.  The form can also be completed on-line by visiting the “Contact Us” section of the Council’s website www.north-ayrshire.gov.uk.

We will then:

· Let you know we have received your complaint either by making personal contact, telephoning or writing to you within 3 working days;

· Reply to your complaint in writing within 20 working days;

· Apologise to you, if appropriate, and take action to solve the problem; and

· Consider your complaint when we review our service.

Listen and Communicate

In order to do this, we will:

· Carry out customer satisfaction surveys;

· Listen and learn from any comments made;

· Publish information on our website and in the Council’s own newspaper (NOW);

· Ask you to help us by using our reference number in all correspondence;

· Offer to provide Council information in different languages, larger print, Braille or in other formats.

What we expect from You

 We expect you to treat our staff with respect and keep appointments or let us know in time if you will be unable to attend.

How to Contact Us

Opening hours are – 

Monday – Thursday 9.00am to 4.45pm

Friday


9.00am to 4.30pm

(except for public holidays)

Trading Standards, Bridgegate House, Irvine, KA12 8BD

Telephone number: (01294) 324900

Fax number: (01294) 324918

email: tradingstandards@north-ayrshire.gov.uk
For more information :   www.north-ayrshire.gov.uk
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