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Introduction by the Chief Executive,
David Neale.

Providing you with a high quality service is a

matter of great importance to us at
Gloucestershire FA. We will work to make sure

that our services and facilities are accessible

to you and our processes promote equality

and respect for everyone. Treating people fairly is at the heart
of our business and we aim to make sure that all those
involved with the game at every level, can enjoy the highest
possible standards of service at all times.

| am very pleased to present this booklet that sets out the
standards of service that you can expect to receive from us,
how we will treat you and what we expect from you, as our
customer. It also tells you what you should do if things go
wrong. These standards and values have been agreed
following feedback from a sample of our customers,
stakeholders and staff.

David Neale
Chief Executive
Gloucestershire Football Association
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Publishing Service Standards

We will publish details of our customer service charter
in our County Handbook and on our website.

We will monitor our performance against these
standards and publish details of how we are performing
against them annually as part of our County Strategy
review.

We will also review our customer service charter and

values following ongoing feedback from you, our
stakeholders and our staff.
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Informing You

Information about our Club, Coach and Referee
education programmes and services will be accessible,
accurate, and up to date. It will be made available in our
County magazine, ‘Your Game’, and on our website.

The County FA football disciplinary procedures will be
published in our County Handbook and on our website.
Our Operations staff will also offer impartial advice on
the operation of the process upon request.

We will make sure the information we provide is clear
and straightforward so that it is easily understood. We
will also make sure that your responsibilities are clearly
stated in any relevant letter, forms and on our website.

We will only use information about you in a lawful and
fair way as required by the Data Protection Act.
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Accessibility

We will take all reasonable steps to make sure our
services and facilities are accessible to everyone,
including people with particular requirements.

Where possible, you should let us know in advance if
you need assistance, so that appropriate arrangements
can be put in place. We will also make sure that our
website complies with disability access requirements.

You can telephone our office between the hours of
8.45am and 4.30pm, Monday to Friday. The telephone
number is 01454 615888. The office will be closed on
bank holidays, public holidays and between Christmas
Day and New Year’s Day,

Outside normal working hours, information on our
programmes, processes and services is available on
our website, 24 hours a day, 7 days a week at:
www.GloucestershireFA.com

You can also access some of our services through the
‘Members Services’ portal at:
www.GloucestershireFA.com/MembersServices/

Gloucestershire Football Association 6



Consulting with Customers

We will seek your views on the quality of our service
and the standards of service you can expect from us via
our annual customer survey. We also welcome your
comments or suggestions on how we can improve the
guality of our service at any time.

We particularly welcome your local football News
stories for publication in our County magazine or on our
website.

If you wish to make a comment or you have a
suggestion on how we can improve the quality of
service you receive, please contact us in writing or send
an e-mail to Info@GloucestershireFA.com

Polite and Helpful Staff

We will be polite and helpful, act with integrity and
discretion and treat you with respect at all times.

Our staff will receive appropriate FA customer service

training to help them deliver our services to you in an
efficient and professional way.
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Answering Telephone Calls

We will answer telephone calls as quickly as possible. If
we are unavailable, calls will be diverted to another
member of staff or voicemail will be used.

If the first person you contact is unable to help you, they
will pass you to someone who can help you as quickly
as possible. If we need to call you back, we aim to do
so within 24 hours of your initial telephone call to us.

Answering Letters, Faxes and E-mails

We will acknowledge your letters, faxes and e-mails
requiring a response within 3 working days of receiving
them.

Please note that due to the nature of our work some
members of staff may be away from their desks/e-mail
for several days at a time. In these circumstances,
customers will receive an automated response to e-
mails advising them who to contact if the matter is
urgent.

We will respond in full to your letters, faxes and e-mails
within 14 days of receipt. If this is not possible, we will
let you know why a response may take longer and when
you can expect a full response.

These standards apply to Gloucestershire FA's staff.
They do not apply to our many colleagues who give
their time voluntarily to help us to administer and
develop grassroots football.
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Complaints Procedure

If you are unhappy with the quality of service you
receive, please let us know why you are unhappy as
quickly as possible. You can make a complaint to our
Operations Manager, Chris Lucker, by letter, fax, e-mail
or by telephone.

Mr C Lucker
Operations Manager
Gloucestershire FA
Oaklands Park
Gloucester Road
Almondsbury
Bristol, BS32 4AG

Tel: 01454 615888
Fax: 01454 618088
E-mail:; Chris.Lucker@GloucestershireFA.com

We will fully and fairly investigate your complaint, keep
you informed of progress, offer an explanation of the
circumstances and take appropriate action.

We will record complaints about the quality of service
and try to address your concerns. We want to learn
from complaints so that we can improve the quality of
service we provide to you.
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What do we expect from you?
We expect you to:

treat our staff politely and with respect and
understanding;

give us relevant, accurate, timely and up to date
information to help us resolve queries as quickly as
possible;

complete any forms supplied, accurately and fully,
attaching any supporting papers that may be needed;

tell us immediately about any changes to your Club or
personal contact details;

quote any relevant reference number used in the
Disciplinary process and use the contact details you
were given in any correspondence to us;

respond to our letters, faxes and e-mails as quickly as
you can, but in no longer than 14 days.

note that abusive behaviour towards our staff,

volunteers, other customers or our property is
unacceptable.
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