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Our service promise to you
At Wulvern we aim to provide you with an excellent service,
to do this we promise to place our customers at the heart 
of everything we do.

We will:

Ensure we have employees who are competent to provide 
the best possible service

Listen to and act on what matters to you

Provide a range of opportunities for you to be involved

Tell you how we are performing

Communicate with you in a way that you want us to, making
sure that what we say is easy to understand

Trust our staff to make decisions which produce the best 
result for you

Aim to get things right first time

Apologise and learn when things go wrong

Treat you with respect and courtesy

Share our service promise with our partners

Improve your satisfaction rates with our services

Be fair and recognise the needs of individuals and communities

Treat all customers positively regardless of age,sexual orientation,
race, disability, religion or gender

When you phone us we will:

Answer promptly

Give our name when we answer

Aim to resolve your query first time

Tell you what will happen next if we need more time

Reply to any telephone messages by the next working day

When you write to, or e-mail us, we will:

Respond to you within a week

Tell you what happens next if we need more time

When you visit us we will:

Provide an accessible and comfortable reception area with private
interview rooms

Provide translation services if needed

Take into account any impairments you may have and provide
solutions such as a hearing loop system for customers who
have difficulty hearing

When you need an appointment we will:

Offer morning or afternoon appointments for repairs

Set a specific time if you need it

When we visit you we will

Arrive on time

Show identification

Respect you and your home

If you are unhappy with our service we will

Welcome your suggestions to help us improve

Learn from our mistakes

Accept comments and complaints in any way that suits you

Acknowledge we’ve received your comments and complaints
within 3 days,investigate and respond to you within 
10 working days 

Wulvern House
Electra Way
Crewe
CW1 6GW
Call 01270 506200

Wulvern Choices Crewe
Edleston Road
Crewe
Call 01270 506200

Wulvern Choices Nantwich
Beam Street
Nantwich
Call 01270 506200

Opening hours for 
Wulvern Head Office
Monday – Friday 8.30am – 5pm

Opening hours for 
Wulvern Choices Crewe
Monday 9am – 5pm
Tuesday 9am – 5pm
Wednesday 9am – 5pm
Thursday 10am – 5pm
Friday 9am – 5pm

Opening hours for
Wulvern Choices Nantwich
Monday and Thursday 
9.30am – 12.30pm 
1.30pm – 5pm

Contact details:

Monitoring and reporting:

We will measure our performance against this policy

We will provide you with details on how well we perform
against our promises

We will review our Service Promise with you at least annually


