B.C.F.A. CUSTOMER SERVICE CHARTER
Mission Statement

The Birmingham County Football Association recognises its role to manage, serve and promote the game of football within the geographical boundaries covered by the Association.
The Birmingham County Football Association will assist member Leagues, Teams, Referees, Players and other Participants in their various forms of involvement within the game of football

The Birmingham County Football Association will encourage and facilitate the involvement in all aspects of our local community to engage as many people as possible in football

The Birmingham County Football Association is committed to delivering a high quality service to its customers and sets minimum standards of performance expected from all Staff.
You can expect our Staff to:

· Be courteous and helpful at all times

· Provide Information you require about our services

· Listen to your views and act on any comments, suggestions or criticisms

· Apologise for any mistakes, and give a full explanation accordingly

When you telephone our Office we will:

· Answer your call as promptly as possible

· Respond during the next day to any messages left during out of hours

· Deal with your call as fully and helpfully as possible

· If your call has to be transferred to another member of staff, your name and details of your enquiry will be passed on before you speak to them

· If necessary - end any telephone call conversation respectfully which contains aspects of racism, sexism, ageism, insulting or abusive language.  The details of the phone call will be logged and reported to a senior member of staff

When you visit our Office, you can expect:

· To talk to a member of staff who can deal with your enquiry

· To be attended to within five minutes 

· A private room will be provided when necessary, which affords confidentiality

· Full disabled access to be provided

· If necessary - to be asked to leave the premises if there are any issues regarding racism, sexism, ageism, insulting or abusive language.  Visitors who show signs of being under the influence of drugs or alcohol will also be requested to leave the premises

When you write or email to us

· We will acknowledge your enquiry if possible by return email, post or telephone within two working days

· We will issue a full written response within seven working days

· Any correspondence will be clear and concise with accurate information relating to Rules, Regulations and Policies of the Association

B.C.F.A. CUSTOMER COMPLAINTS PROCEDURE

Informal Procedure

In certain cases it may be possible to resolve a complaint immediately by informing the member of staff that you are not satisfied.  If you are not satisfied then you can ask to speak to a Senior Member of Staff.

If you are still not satisfied with the response that you receive you may choose to use our formal complaints procedure and contact the Company or County Secretary of the Association as follows:

Formal Procedure

You can contact the Company or County Secretary by

· Telephone 0121 357 4278 – option 1

· In writing – BCFA County Offices, Ray Hall Lane, Great Barr, Birmingham, B43 6JF

· Email – secretary@birminghamfa.com 

All Complaints should contain full details and will be fully and impartially investigated and may involve referral to the Board of Directors.
All Complaints will be acknowledged within two working days with procedural information given.

All parties will be informed of the final outcome of the Complaint.

Note –

It may be necessary to defer investigation of any complaint whilst it is subject to a police or disciplinary investigation.

It may be necessary to dispense with certain of the above procedures should the nature of the complaint require a confidentiality clause or involve an outside Agency requiring such.
