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This template is provided for guidance only. The content must be reviewed and edited to accurately reflect the layout, operation, staffing structure, risks and procedures within your venue.

Generic or unedited policies may not reflect actual practice and may not demonstrate compliance with legal or licensing expectations.


	Customer Service Policy

Date Created:
Date of last review: NB Policies should be reviewed annually.

EXPECTED STANDARDS
There are 4 licensing objectives of equal importance:
· The prevention of crime and disorder
· Public safety
· The prevention of public nuisance
· The protection of children from harm

Effective customer service plays a central role in supporting these objectives. The way staff interact with customers directly influences behaviour, safety and the overall atmosphere within the premises. Professional, consistent and proactive customer service helps to reduce complaints, prevent escalation of issues and maintain a safe and well-managed environment for both customers and staff.

We [insert name of premises] are committed to delivering high standards of customer service at all times. This policy sets out clear expectations for staff behaviour and provides a consistent framework for how customers should be treated. It ensures that all staff understand their responsibilities in delivering a positive customer experience while supporting the safe and lawful operation of the premises.

The venue recognises that effective customer service is closely linked to staff safety and wellbeing. Clear expectations, consistent procedures and appropriate training help staff feel confident in their roles, reduce uncertainty when dealing with customers and support safer interactions by reducing the likelihood of conflict or escalation.

EXPECTED STANDARDS OF SERVICE
All staff are expected to: [Add or delete any that are not relevant to your business]
· Treat all customers with professionalism, respect and fairness at all times
· Provide prompt, polite and consistent service
· Communicate clearly and appropriately in all interactions
· Remain calm and courteous under pressure
· Apply venue policies consistently and without favouritism or discrimination
· Ensure all customers are treated in line with the Equality Act 2010
· Support a safe, inclusive and welcoming environment for all customers
Poor behaviour from customers will be addressed based on conduct alone and not on any protected characteristic. This includes behaviour that is aggressive, abusive, discriminatory, disruptive, or poses a risk to the safety or enjoyment of others (including staff).

WAYS TO MAINTAIN HIGH STANDARDS OF CUSTOMER SERVICE
Staff should: [Edit to suit your business]
· Be attentive and aware of customer needs and behaviour
· Maintain a visible, approachable and professional presence
· Provide clear information regarding service, entry and venue rules
· Manage customer expectations appropriately during busy periods
· Apply refusals of service or entry in a consistent, lawful and non-discriminatory manner
· Remain alert to vulnerability and welfare concerns and follow venue safeguarding, vulnerability and welfare procedures, including appropriate intervention, escalation and schemes such as Ask for Angela where applicable 
· Support a positive atmosphere that promotes inclusion and respect for others

STAFF TRAINING AND SUPPORT
To support the delivery of this policy, all relevant staff will receive [Edit to fit your processes examples - customer service training, company handbook, guidance]. 
This [training, guidance, handbook] will:
· Set out clear expectations of behaviour and service standards
· Build confidence in dealing with a range of customer interactions
· Support consistent application of venue policies
· Assist staff in managing difficult or challenging situations appropriately
· Reinforce the importance of professionalism, fairness and consistency

This will ensure that all customers receive a consistent level of service and supports staff in carrying out their duties safely, confidently and lawfully.

STAFF PROTECTION AND WELLBEING 
The implementation of a clear customer service policy also supports staff protection by: [Edit to suit your business]
· Providing clear guidance on expected behaviour and decision-making
· Supporting staff confidence when dealing with customers
· Ensuring staff are backed by management when applying policies correctly and lawfully
· Reducing uncertainty in challenging or high-pressure situations
· Promoting a safer, more respectful and controlled working environment

All staff are required to adhere to this policy at all times.

The policy will be reviewed [regularly, annually, biannually] to ensure it remains effective, relevant and aligned with best practice and licensing requirements.
[bookmark: _30j0zll]
By signing below, staff confirm that they have read and understood the Customer Service Policy and agree to act in accordance with its contents.

Name: 

Role:

Signature:

Date:
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