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OPERATIONS AND FACILITIES MANAGEMENT

CUSTOMER CHARTER
The Museum’s mission is ‘one Museum working to illustrate for everyone the importance of the sea, ship’s, time and the star’s and their relationship with people.’

The Operations and Facilities Management Division contributes to the mission by maintaining the building grounds and services in a safe and secure condition and providing a range of services to support the work of the Museum.

We undertake:
· To maintain and improve all the Museum’s buildings and services in a safe and secure condition consistent with customer needs, statutory requirements and best practice, and the resources available.

· To provide a safe, healthy and comfortable environment for our customers.

· To consult regularly with our customers in order to ensure we are serving their needs and providing a consistently high standard of professional advice and service support.

· To respond to customer requirements promptly and efficiently: urgent matters will be dealt within 24 hours; high priority within two days and others within five days.  In the event that we cannot respond with the agreed timescale we undertake to keep the customer fully informed of action taken and agree with them a deadline for completing their request.

· To monitor our performance against our quality service undertakings and publish the results annually.

· To deal with all our customers in a courteous and helpful way.

If you are dissatisfied with the service we have provided we will investigate your complaint and respond within 24 hours.

Please contact the Director of Operations and Facilities Management, Jeff Hook, on 020 8312 XXXX
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