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This statement is at the heart of everything we do at Shropshire
Council.  This booklet describes the levels of service that you
can expect from Shropshire Council and shows our
commitment to building the way we do things around the needs
of our customers.

We want to make sure that we keep you informed about
services through our publications and hope that you find this
booklet helpful.  If you have any comments please let us know
by either visiting our website (www.shropshire.gov.uk) or by
calling the Customer Service Centre (0345 678 9000).

“To improve significantly the quality of life
for Shropshire people by working together”

Keith Barrow
Leader of 
Shropshire Council



Our approach,
values and vision

Our approach

Everything we do at Shropshire Council is about ensuring a
better future for the people of Shropshire.  We aim to deliver a
wide range of services that are high quality, accessible and
meet your needs. 

We have made two key promises about the way we deal with
our customers.

We will:

o Focus on the needs of communities and
those who use our services

o Treat everyone fairly and equitably -
respecting and valuing cultural diversity

We also want our customers to know what they can expect.
Our approach is based on the council's core values.  These
support all our actions as a council and how we will work 
with you.

Our values

o Focus on meeting the needs of our
customers

o Value each other and achieve more by
working and learning together

o Use the resources we have responsibly

o Recognise the value difference can make
and treat everyone with respect

o Build trust by expressing ourselves openly
and honestly
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Contacting
Shropshire Council  

We want to make it easy for you to contact us and to make sure that the
services we provide meet your needs.  We want to ensure that the
service you receive is of the highest possible standard.  If you feel that
we are not meeting these high standards then we want you to tell us so.  

Whilst we have specific standards detailed within this booklet all our
services aim to;

o treat customers fairly and with respect

o offer a friendly, polite and professional service

o see you promptly when you visit our offices

o answer your letters and phone calls promptly

o listen to you

o do our best to help you and let you know how
quickly we can act

o provide easy to understand information in plain
language

o keep you informed about the services we provide

o deal with your comments, suggestions and
complaints positively

o respect your confidentiality

o Listen to your views about improving our policies
and practices
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We have a number of ways you can contact us:

By Telephone
We have introduced new “0345” telephone numbers which means it will cost less
to contact us.  They cost the same to call as standard landline numbers starting
with 01 and 02, even if you are using a mobile phone.  

We will:

o try to answer telephone calls within five rings

o aim to resolve 80% of queries on the first call

o use answerphone/voicemail if calls cannot be answered

o respond to voicemail messages within one working day

o Send any information to you within three working days of your
request unless you agree otherwise

The Customer Service Centre general enquiries
number (0345 678 9000) operates the following hours:

Monday 8am to     8pm

Tuesday 8am to     6pm

Wednesday 8am to     6pm

Thursday 8am to     8pm

Friday 8am to     6pm

Saturday 9am to     1pm
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Our telephone numbers are:

0345 678 9000           General enquiries

0345 678 9001 Benefits*

0345 678 9002 Council tax*

0345 678 9003 Business Rates*

0345 678 9004 Planning and building control

0345 678 9005 Housing and social services

0345 678 9006 Streets, roads and transport

0345 678 9007 Bins and recycling

0345 678 9008 Children's Services

0345 678 9009 Payment line

0345 678 9011 Fax Number

*8.45 - 5.00pm Monday to Thursday, and 8.45 - 4.00pm on a Friday.

Out of Hours Emergency
(These numbers are for use during weekend, evenings 
and public holidays)

Social Care Emergency Duty Team 0345 678 9040

Housing Emergency Response Service 0345 678 9005

Street Scene Emergency Response Service 0345 678 9006

Community Alarms Service 01743 246058
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Via our Website
The Shropshire Council website address is:

www.shropshire.gov.uk

All our services are listed on the website, with contact telephone numbers and email
addresses.  You can email us for help, information or to make a compliment, comment or
complaint - and we will respond quickly.

By Email
If you know the name of someone who works for Shropshire Council, then you may be
able to contact them personally by email.  The email style is
firstname.surname@shropshire.gov.uk.  For example, if you wanted to contact Joe
Bloggs you would email him at joe.bloggs@shropshire.gov.uk

When you email us we will:

o Acknowledge receipt of your email, if you send it via our website within 
24 hours

o Respond to your email within five working days

o Let you know if the officer you are emailing is out of the office, and when
they will return, if you email an officer personally

Free internet access is available at your local library or community Broadplace - visit
www.shropshire.gov.uk .
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In Person
By visiting one of our Customer Service Points, you can speak with friendly,
helpful staff that have a wealth of information at their finger tips. These can be
found at:

Albrighton Library, Station Road, Albrighton

Enterprise House, Station Road, Bishops Castle

Bridgnorth Customer Service Point, West Gate, Bridgnorth

Broseley Library, Bridgnorth Road, Broseley

Belmont Garage, Bucknell

Chirbury Post Office and Stores, Chirbury

The Library, Church Street, Church Stretton

Market Hall, Church Street, Cleobury Mortimer

Shropshire Hills Discovery Centre, School Road, Craven Arms

4 Ploughman Corner, Wharf Road, Ellesmere

Gobowen Library, St. Martin's Road, Gobowen

The Guildhall, Frankwell Quay, Shrewsbury

Highley Library, Severn Centre, Highley

Stone House, Corve Street, Ludlow

49 Cheshire Street, Market Drayton

Much Wenlock Museum, The Memorial Hall, High Street

Castle View, Arthur Street, Oswestry

Pontesbury Library, Bogey lane, Pontesbury

Victoria Room, Little Ness Road, Ruyton XI Towns

Shawbury Library, Parish Hall, Church Road, Shawbury

Shifnal Library, Broadway, Shifnal

St. Martin's Community Centre, Overton Road, St. Martin's

West Wing Reception, Shirehall, Abbey Foregate, Shrewsbury

Meadow Farm Drive, Harlescott, Shrewsbury

Wem Customer Service Point, Edinburgh House, New Street, Wem

Whitchurch Customer Service Point, 12 St. Mary's Street, Whitchurch
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Opening Hours
Our aim is to provide services at times that meet the needs of our customers; our main
offices will be open to the public from 8.30am to 5pm Monday to Friday.

Smaller offices may be open for different hours, and will display their opening hours on the
outside of the building.  

In some cases where you need confidential advice or the issues are complicated, you may
need to make an appointment to see the council officer who can help you.

When you visit us we will:
o Ensure the safety of our customers and staff within welcoming surroundings

o Ensure our staff behave professionally and politely

o Ensure our staff are smart and presentable

o Ensure our offices will be as accessible as possible;  aim for all our receptions to be
accessible to people who use wheelchairs and pushchairs

o Ensure all our offices carry a Shropshire Council logo. Each office will provide a brief
description of the services that are available, along with opening hours and emergency
contact numbers

o Ensure emergency exits are signposted in all our buildings, which will meet the needs of
disabled people

o Aim, wherever possible, for a member of staff to assist you within five minutes of your arrival

o Aim to see you within ten minutes of your appointment time; if your appointment time is
delayed, we will tell you why

o Provide you with a private interview if you request it

o Listen to what you have to say - we will provide a box for your suggestions, or for you to
return consultation information such as questionnaires

o Arrange for an interpreter where one is needed

o If you cannot visit one of our offices, we will make other arrangements to see you

When we visit you we will:
o Call vulnerable customers at least one hour before our arrival time to confirm when we 

will arrive

o Let you know as soon as possible if we are going to miss an appointment

o Carry identification and show it to you straight away - If someone from Shropshire Council
visits you and you are unsure of their identity, don't let them into your home. Take their
name and the reference number from their identity badge, and call us on 0345 678 9000

o Explain who we are and the purpose of the visit

o Let you know what will happen as a result of our visit and when
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By Letter
You may prefer to contact the council via letter.  All of our services will
provide details of how they can be contacted in writing.  Our main
address is:

Shropshire Council

Shirehall, Abbey Foregate

Shrewsbury

Shropshire, SY2 6ND

When we write to you or email you we will:
o Tell you who is dealing with your query, their contact details

(including direct telephone number, email address and fax
number) and where in the council they work

o Use “Plain English” and make sure that information is
available in other formats if requested

o Ensure we respond to any letters and questions sent to us
within ten working days

o Respond to emails within five working days

Providing information 
in different formats

o We will provide information in ways which meet the needs of
all customers. We will offer information about how to access
services in Braille, large print or on audio tape, and in
different languages if required

o We will try to provide information in different ways, for
example by using fewer words and more pictures, or
producing information on CDs or on an audio tape

o We will use plain language and avoid jargon.  If we have to
use any technical terms we will explain what they mean
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o We will give the latest information on council services at all reception
points and we will display information in places that are easy for
everyone to reach and to find

Shropshire Council welcomes all feedback from customers because it helps to
improve the way we do things and to learn from things that have gone wrong.

How you can help us: 
We are committed to providing the highest standards of service and there are a
number of ways in which you can help us.

o If you bring all the correct documentation and information, we will be
able to deal with your request quicker and will reduce the number of
visits necessary

o Be aware of and follow any special instructions that you receive.

o Give us feedback on what you liked and what you did not like about the
service you received

o Treat our staff and other customers with courtesy and respect.  Our staff
and other customers should not be expected to deal with violent, rude
or disruptive customers

o Act in a way that will ensure your health and safety, as well as that of our
staff and other customers

When we meet or exceed expectations:
We like to hear from you when you feel something has been done particularly well
so that we can share this feedback with staff and continue to deliver services to
meet your expectations.

When things go wrong or we do not meet expectations: 
Shropshire Council welcomes all feedback from customers because it helps to
improve the way we do things and to learn from things that have gone wrong.
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Making a Complaint 
- Our commitment to you, we will:

o Write to you within three working days, to acknowledge your complaint,
give you the name of the responding officer and the date when we 
will respond

o Respond usually within ten working days but this is dependant on the
complexity and type of complaint

o Let you know which complaints procedure is being used to handle 
your issue

o Contact you if there is a change in the response date

o Make sure that the response is easy to read and understand

o Deal with all the issues you have raised

o Apologise to you if we are at fault and put matters right as quickly 
as possible

o Offer a solution to sort out the complaint wherever possible, and give

you information on where to take your complaint if you are still unhappy

You can give feedback by telephone on 0345 678 9000, by email to
complaints&scrutiny@shropshire.gov.uk or complete one of the Compliments
Comments and Complaints forms which are available at all council offices and at
Customer Service Points throughout Shropshire. 

It is also possible to make a compliment, comment or complaint via the council's
website by completing the online form.  Go to www.shropshire.gov.uk and click
on “Have your say”.
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Get Involved and
influence decisions
in your local area
Local Joint Committees (LJCs) enable people across Shropshire to get more involved
in the decision making of the Shropshire Council - there are 28 of these across the
county each meeting four times a year.

Local Joint Committees allow local people to: 
o Get involved with democracy at a local level 

o Meet with and talk to local councillors and get them to explain their
decisions and report back on progress 

o Influence ways in which money can be spent in the community by the
council and other local partners

Each committee will give local people the opportunity to:
o Get items which are important to them on the agenda 

o Discuss local issues and get information from other public organisations
such as the Police or Primary Care Trust 

o See local decisions taken in an open and transparent way

If you would like to know more about your local joint committee log
on to www.shropshire.gov.uk or contact the Community Working
Team on 0345 678 9000.
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Abandoned Vehicles (See Street Scene or Housing Services) .....................14

Admissions (See School Admissions) ............................................................14

Adult Social Care (see Care Service for Adults) ............................................15

Benefits (see Revenues and Benefits) .............................................................31

Bin Collection (see Household Waste) ..........................................................24

Building Control..............................................................................................14

Bus Services (see Transportation Services) ...................................................37

Care Services for Adults .................................................................................15

Confidential Help and Advice for Teens (CHAT Service) ............................16

Council Tax and Payments (see Revenues and Benefits) .............................31

Cultural Services .............................................................................................16

Crematorium and Bereavement Services ......................................................17

Dogs - stray and lost (see Street Scene) .........................................................35

Elections and Registering to Vote..................................................................18

Environmental Health .....................................................................................19

Family Information Service 0-19 ....................................................................19

Fly Tipping (see Street Scene) ........................................................................35

Graffiti (see Street Scene) ................................................................................35

Gritting (see Highways) ..................................................................................21

Hate Crime (also see Housing) .......................................................................20
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Household Recycling Centres........................................................................23

Household waste, garden waste and recycling collection,

bulky refuse and hazardous waste ................................................................24

Shropshire Council's
website is a key
resource if you
require any further
information about
these services, or
indeed any service
provided by
Shropshire Council.
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Licensing..........................................................................................................27

Outdoor Recreation ........................................................................................28
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Parking Permits................................................................................................28

Parking Services ..............................................................................................29
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Planning Services ............................................................................................30

Pot-holes (see Highways) ...............................................................................21
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A
Abandoned vehicles (0345 678 9006)
- see Street Scene or Housing Services 

Admissions (0345 678 9006)
- see School Admissions 

B
Bin collection (0345 678 9007)
- see Household waste

Building Control (0345 678 9004)
The Building Control team is responsible for ensuring compliance with building
regulations to protect the health and safety of people in and around buildings,
including the energy performance of buildings. We can provide advice on how to
comply with the building regulations and will advise you if building regulation
approval is required.

We will:
o Aim to register all building regulation applications within three days of

receipt

o Provide Full Plan first responses within 21 days of validation. First responses
are letters requesting further information or revisions sent out to agents
following the initial appraisal of a full plans application
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o Carry out building regulation site inspections within 24 hours of a request to
inspect.  For inspection requests received before 09.30am we aim to visit the
site the same day.  Inspection requests received after 09.30am will be
carried out the following day

o Aim to attend a Dangerous Structures incident within one hour of 
being notified

o Answer Land Charge searches within seven working days

o Answer solicitor or other enquiries within ten working days

o Provide completion certificates, subject to conditions and a satisfactory
completion inspection, within seven working days

C
Care Services for Adults (0345 678 9005)
Adult social care services provide or arrange a wide range of services to help
people live as independently as possible in their own homes and communities.
We work with adults with physical disabilities, sensory impairments, learning
disabilities, mental health problems, substance misuse problems as well as
people leaving hospital or needing a care home place and their carers, and older
people.

For those residents who meet our eligibility criteria, we provide, after an
assessment and an agreement about needs:

o Support in arranging personalised services, also advocacy and a regular
review of needs

o Direct payments or individual budgets to buy your own care or personalised
services, or we can commission a range of other services, including;
rehabilitation recovery and intermediate care, home care, day services and
residential care or nursing care

o Services to support carers, including short breaks and emergency services

o Support to access social, educational and employment opportunities

We will:
o Make contact with all new referrals within 48 hours

o Provide you with small items of equipment within seven working days of
your assessment



16

Shropshire Council
Customer Care Standards

o Provide new service users with the services we have agreed are required or
a direct payment or individual budget within four weeks of the assessment

o Provide your carer with a copy of your care plan, unless we are advised
not to

o Provide a financial assessment to determine how much your service will
cost you and let you know within five working days of the assessment how
much you will be charged

o Offer all carers an assessment of their needs and provide a written summary
of this assessmen

Confidential Help & Advice for Teens (CHAT)
CHAT is a free, confidential service for young people, aged 11 to 19 years. 

CHAT stands for Confidential Help and Advice for Teens and currently includes
services in secondary schools, GP practices who display the CHAT logo and
some Youth Service buildings and Connexions offices.

CHAT services offer help and advice to young people on a range of issues relating
to health, bullying, stress, drugs and alcohol, careers, relationships or whatever is
on your mind.  

We will:
o Make sure that all CHAT services operate the same confidentiality policy,

which is - Here to Listen, not to tell

o Not discuss your information with anyone else without your permission
(including parents and teachers)

o Only pass on any information in order to protect you or someone else from
serious harm

o Put you in touch with a range of agencies who can help; no problem is too
big or too small

Council Tax and payments (0345 678 9002) 
- see Revenues and Benefits section

Cultural Services (0345 678 9000)
Our Cultural Services provide the fundamentals for quality of life and provide
opportunities for people to come together to have fun, learn and experience a
range of activities in their local communities.
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A copy of our full Culture, Leisure and Learning service standards is available
upon request.  Information on standards for Libraries can be found further on
under Libraries.

We will:
o Deal with materials brought into our museums service for identification

within 28 days and be ready for collection from that point onwards

o Provide items from catalogued archive collections produced for study within
30 minutes, at present 50% of holdings are fully catalogued - and less
accessible material will be produced as soon as possible

o Provide an answer, free of charge, to basic archives enquiries regarding
bookings, availability of documents and general advice on the types of
records held

o Undertake one basic search per person (archives service) looking in one
source and taking no more than 10 minutes.  For detailed searches and for
additional requests, enquiries will be directed to the paid Research Service

Crematorium and Bereavement Services
(0345 678 9000)
Bereavement Services respect the needs of the bereaved through the provision of
a dignified burial, cremation and memorial service offering as much choice as
possible.  We recognise that bereavement can be a difficult time and provide a
compassionate service to the public.   

We will:
o Make sure people can hold a burial or cremation service at the cemetery or

crematorium as defined by individual religious or secular beliefs

o Ensure that burials and cremations are conducted in a dignified and orderly
manner, supported by competent, professional and caring staff

o Ensure all cremations and burials are carried out in accordance with the
Charter for the bereaved

o Provide advice on burial options and memorials

o Process applications for cemetery memorials within 7 working days and
send approvals to memorial masons promptly

o Process applications for cremation Commemorative Plaques and Books of
Remembrance within 7 working days

o Ensure that the cemeteries and gardens of remembrance are maintained to
a high standard
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o Maintain statutory cemetery and crematorium records

o Continually work towards improving facilities for mourners in cemeteries
and crematorium grounds

D
Dogs - stray and lost (0345 678 9006) 
- see Street Scene

E
Elections and Registering to Vote (0345 678 9000) 
The Elections Office is responsible for voter registration and running all elections
in Shropshire.  We will work hard to make sure that all eligible citizens have an
equal opportunity to exercise their demographic right to vote and will run efficient,
transparent and secure elections.

We will:
o Keep the Register of Elections up to date through rolling registration and

publish a list of amendments every month

o Publish an accurate and up to date Register of Electors by December 1,
each year

o Maintain all details securely and only use them for elections or when
required by the law

o Send you your Poll Card, giving details of where and when to vote at least
ten days before any national or unitary council election

o If you have a postal vote, send this to you at least seven days before the
election
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Environmental Health (0345 678 9000) 
The Environmental Health Services delivered by the council falls under the key
areas of; food safety, health and safety, public health and pollution.

We will:
o Respond to all requests for services within five working days of receipt

o Arrange home visits at a convenient time for customers with mobility needs

o Offer clear information to businesses to help them meet legal requirements
and how to correct any problems.  This will be confirmed in writing

o Keep businesses up to date with legislative changes that impact on 
their business

o Provide a 24 hours call-out system for all emergency environmental 
health issues

F
Family Information Service 0-19 (0345 678 9008) 
Shropshire Family Information Service (FIS) provides free information, advice and
support on all aspects of family life, whether you are expecting a baby or are the
parent or carer of a teenager.

Shropshire Family Information Service has been awarded the Matrix Quality
Standard; this is a national standard for information and advice services.

We will:
o Provide services that are Matrix Quality Standard accredited

o Treat all enquiries in accordance with our policy on confidentiality

o Provide the most appropriate method of providing information, such as large
print, audiotape, translations etc upon request

o Put you in touch with someone who can help with your enquiry if we are
unable to
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Fly Tipping (0345 678 9006)  
- see Street Scene

G
Graffiti (0345 678 9006)   
- see Street Scene

H
Hate Crime (0345 678 9000) 
Hate crime is defined as any crime or incident motivated by prejudice or hate, and
includes crimes based on race, disability, sexual orientation and faith.

There are a number of reporting sites across the county ranging from Shropshire
Customer First Points, Learning and Employment Training Services and including
the Citizens Advice Bureau.   

We will:
o Treat every report as serious

o Ring your details through to Shropshire Police Public Service Desk (08457
444888) as soon as possible if you wish for your complaint to be investigated
by the Police

o Offer ease of access to support agencies such as Victim Support and
Citizens Advice
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Highways (0345 678 9006)
Shropshire Council's Highways Maintenance team is responsible for the
maintenance of Shropshire's highways. This includes; carriageway surfaces, street
lighting, footpaths, cycleways, verges, drainage, traffic signals and signs and road
markings.  

We will:
o Conduct Highway Safety Inspections at frequencies stated in the Shropshire

Council Highway Inspection Manual, ranging from once per month for 'A'
roads to once per year for minor roads  

o Survey the condition of highways, road markings, verges and highway
structures to prioritise a programme of works

o Ensure the safety of road users by reducing the risk of flooding and or ice
formation through a programme of drainage repair and maintenance

o Protect the safety of pedestrians and cyclists by providing and maintaining a
network of footways and cycleways

o Ensure Traffic Signals and Illuminated Bollards are clear, visible and in
working order

o Carry out gritting and snow clearing operations on public roads and
footpaths in accordance with our winter maintenance policy

o Issue licences for skips, scaffolding, vehicular crossings and road openings.
Licence requests are usually processed within 3 days

o Respond to notifications of highway faults within seven to ten working days,
for urgent problems we aim to visit the site within 24 hours. Where a defect is
considered to be hazardous to the public we aim to repair or make safe the
fault within 7 days or within 24 hours if there is an imminent danger
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Housing (0345 378 9005)
Community Alarms Service (out of hours) 01743 246058
In addition to being a landlord, for some 4000 homes, Shropshire Council aims to
ensure that a high quality housing service is provided to the people of Shropshire.
We work with housing associations, private and voluntary sectors to achieve the
aim of ensuring that there are healthy and sustainable homes for all in our
communities. 

In our Housing Service Standards document we have a number of detailed
standards of service our tenants can expect to receive (for a copy of these full
standards please contact us on 0345 678 9005, or visit our website
www.shropshire.gov.uk and follow the links for Housing Services).

We will:
o Provide an emergency community alarm monitoring service 24 hours a day,

365 days a year, supporting the elderly, disabled and vulnerable people.
(Community Alarms Service - 01743 246058)

o Arrange a personal visit on request within 3 working days

o Ensure that abandoned vehicles are removed within 10 working days, if we
are legally allowed to remove them

o Remove offensive graffiti within 1 working day and other graffiti within 10
working days to improve the appearance of your area

o Respond to reports of fly tipping within 5 working days

o Respond within 5 working days to reports of abandoned properties or 
illegal occupation

o Investigate any breaches of Tenancy Agreements that are reported to us
within 5 working days

o Investigate serious cases of anti-social behaviour within 1 working day.  
We will investigate all other cases within 5 working days

o Treat any hate incident reported to us as a serious complaint and talk to 
you on the same day that you report the incident about what you would like
to do

o In the event of a hate or domestic incident, organise the provision of panic
alarms within 2 working days, if required

o Remove any rubbish and repair any damage to your property within 1
working day following a reported incident of threatening behaviour, violence
or abuse between two adults

o Make a home visit within 6 weeks of the start of your tenancy if you are a
new tenant
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o Make safe emergency work within 8 hours

o Complete urgent repairs within 5 working days

o Complete non-urgent routine working within 28 days

o Clean up and remove any rubbish following a repair

o Give you at least 1 week's notice of the date that planned improvement
works are due

o Ensure that any fault on a community alarm unit is attended to within 1
working day

o Respond to requests for major adaptations with an initial visit from an
Occupational Therapist within 4 weeks

o Give you 1 months notice of your annual rent and service charge increase,
advising you what your new rent will be and from when it is payable

Household Recycling Centres (0345 678 9007)
Shropshire Council is responsible for providing Household Recycling Centres
(HRC) and has a legal requirement to do so.

We will:
o Ensure that the recycling centres are clean, tidy and operated in a 

safe manner

o Provide sufficient capacity for the recycling and disposal of your 
household waste

o Ensure that site staff are polite, courteous and helpful at all times and will
offer to help customers to unload and deposit their waste, where possible 

o Operate a permit scheme for customers using certain types of vehicles to
help prevent the illegal use of the HRCs for the disposal of trade waste

o Aim to recycle or compost as much household waste as possible.  We will
publish our recycling targets and we will display our recycling performance
at the site

o Provide separate storage areas for the disposal of hazardous waste

o Carry out surveys to ask you how we are doing and how we can do it better
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Household waste, garden waste and recycling
collection, bulky refuse and hazardous waste 
(0345 678 9007)
We provide a collection and disposal services for household refuse, recycling and
garden waste for all residential properties in Shropshire.

We will:
o Provide a collection service for household waste, garden waste and

recycling, 52 weeks of the year

o Notify you of correct collection days

o Collect your household waste, garden waste and recycling on the pre-
identified collection day provided it is placed on the kerbside within the
correct container by 7am (we reserve the right to not collect if the waste has
not been made available a the right time, contains any substances that may
pose a danger to the collection crew, if a wheeled bin is too heavy to lift or
your recycling or garden waste contains contamination.  We do not collect
waste placed outside the correct container)

o If your container has been correctly placed for collection but we miss it we
will return within 48 hours of you reporting it to our Customer Services team
(number above)

o Provide an assisted collection service upon request if there is no one in
your household who is physically able to move your containers to the
collection point. Requests for assisted collection will be answered promptly.
However, this may take longer in circumstances where we require further
information

o Provide a bulky waste collection service, by appointment, for which we will
charge customers by the number of items to be collected

o Provide advice on the collection and disposal of any hazardous or difficult
household waste that cannot be safely put into your wheeled bin

o Do our best to collect to the normal schedule during periods of disruption
due to severe weather; however there may be occasions when collections
cannot be completed as scheduled

o Carry out surveys to ask you how we are doing and how we can do it better



25

Shropshire Council
Customer Care Standards

L
Leisure Facilities (0345 678 9000)
The aim of Shropshire Council's Leisure Services is to encourage and support
participation in a wide range of sports and recreational activities. We want to make
it easier for people to play sport and to nurture and support sporting excellence
where appropriate. As well as providing a wide range of services, we also work
closely with Energize Shropshire, Borough of Telford & Wrekin, and the County
Sports Partnership to try to help more people to be more active.

We will:
o Publish the times and availability of our services and activities (in a variety 

of formats)

o Provide and review a balanced programme of activities and services for all
sections of the community

o Ensure customers are notified of any foreseen amendments to the
programme at least two weeks in advance

o Ensure all facility areas, including changing rooms, showers and toilets, are
thoroughly checked and tidied every hour by staff throughout opening times

o Ensure all staff are appropriately trained and identifiable

Libraries (0345 678 9000)
Shropshire Libraries provides an inclusive, responsive and accessible library and
information service, meeting the needs and demands of Shropshire's
communities, residents and visitors. 

We will provide:
o Free membership, with as few rules as possible

o Attractive, welcoming libraries in market towns and local communities
around the county

o Mobile libraries and other services for anyone who is unable to visit a
local library

o Opening hours to suit local needs, with evening and weekend opening 
at all libraries

o Clear information about services and charges
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o Services for everyone, including children and young people, older people,
disabled people and those from ethnic minority communities

o A wide range of up-to-date books, talking books, DVDs and other materials
to borrow, which can be returned to any Shropshire library; at least 60,000
new books and other items added to library stock each year

o Help and encouragement in enjoying books and reading, with support to
more than 100 reading groups countywide

o A fast request service for books and items you cannot find on library
shelves; at least 70% of requested items to be available in 15 days

o Help and support with learning activities, whether formal or informal

o Free computer use, providing broadband internet, e-mail and access to a
wide range of online services in the library or at home 24 hours a day

o Up-to-date information of all kinds, in books and online 

o Help with local history and family history enquiries

Local Land Charge search (0345 678 9004) 
A local land charge search is required from the Council whenever a property is
advertised for sale, leased or re-mortgaged and is one of the required elements of
a Home Information Pack. 

We will:
o Provide advice and guidance on how to submit a request.

o Publish our latest charges on our website

o Publish information on the different types of searches and provide the
appropriate forms on our website 

o Refer you to the appropriate water company for drainage enquiries

o Provide access to land charge records for those undertaking 
personal services

o Return land charge searches within 5 - 10 working days
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Licensing (0345 678 9000) 
Shropshire Council's licensing teams are responsible for issuing licences, and
handling licence applications for; 

o Alcohol and entertainment - e.g. pubs, clubs, off-licenses 

o Taxis and private hire vehicles 

o Animal welfare - e.g. kennels, stables, dog-breeding, pet shops 

o Gambling 

o Other - e.g. tattoos, ear piercing, caravan sites

We will:
o Determine and issue all licence applications within statutory prescribed

timescales. The issue of licences and approvals will occur once all the
relevant checks have been carried out

o Provide guidance on the information needed to process applications and
provide an update on progress if required

o Where an application is required to be presented to committee, all
interested parties will be advised in writing of the decision of the committee
within 5 working days of the date of the hearing

o Undertake impromptu or at least 3 monthly frequency inspections of
Hackney Carriage Ranks and Hackney Carriage/Private Hire vehicles to
ensure vehicle safety and compliance with the regulations

o Take enforcement action against any unlicensed operation or where licence
conditions are not met, in accordance with our Enforcement Policy

o In the case of complaints against licence holders or licensed premises we
will investigate within 5 working days and keep you informed as to progress
throughout any required investigations
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O
Outdoor Recreation (0345 678 9000)
We aim to encourage and support participation in walking, riding, cycling and
recreational activities in the countryside and from where you live.

We will:
o Repair damage to play areas and parks and countryside sites within four

weeks, and make any damage safe within 24 hours

o Provide advice for complainants on the action that the council intends to
take to resolve reports of problems with the rights of way network.  These
reports will be prioritised in accordance with an agreed priority system

P
Park & Ride (0345 678 9006) 
The Council provides two Park & Ride services in Shropshire and these are based
in Shrewsbury and Ludlow. 

Park & Ride in Ludlow:  We will:
o Provide fully accessible low floor vehicles

o Operate the service between the Eco Business Park and Ludlow Town Centre

o Provide buses every thirty minutes, Monday to Saturday from 7.25am with the
last bus leaving the town centre at 6.25pm

Park & Ride in Shrewsbury:  We will: 
o Provide fully accessible low floor vehicles

o Operate the service from the edge of town, from Park & Ride sites at:
Harlescott, Meole Brace and Oxon, and take passengers into the town centre

o Provide buses every ten minutes Monday to Saturday from 7.40am (8.10am
Saturday) with the last bus leaving the town centre at 6.30pm    

Parking Permits    
- the new residential parking scheme is currently being developed  
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Parking Services (0345 678 9006)
Shropshire Council is responsible for parking regulations and enforcement on all
highway and off-street car parks owned and regulated by the Council. 

We will:
o Provide Civil Enforcement Officers who will give advice on parking

provision and how to park safely in accordance with restrictions. They will
also provide advice and help to residents and visitors, give directions and
generally help in any other way as appropriate

o Enforce the parking restrictions in a consistent and fair manner in
accordance with current parking and traffic regulations 

o Issue penalty notices when vehicles are parked incorrectly (or in
contravention of traffic regulations)  

o Fully investigate and consider all correspondence relating to the issue of
penalty notices. We will reply clearly, providing full information as to how
and why we have reached a decision

o Endeavour to provide clear signs, lines and instructions on how to park in
accordance with restrictions. We will investigate any reports where the
information may cause confusion

o Provide online access to parking information which includes online 
payment services

Pest Control (0345 678 9000)
Shropshire Council provides technical advice and practical treatment for a range of
nuisance pests. These include rats, mice, bedbugs, fleas, wasps and cluster flies.

We will:
o Respond to service requests within 2 working days

o Provide a free service to all residential properties within the Council's area
for rats and mice, and for the treatment of bedbugs

o Inform you of any charges for the removal of other pests i.e. wasps, fleas and
cluster flies

o Reduce rates for people on income support and pension credit

o Carry out pest control work for commercial properties and charge for these
services i.e. rats and mice treatment for business. Businesses should contact
us for details of charges
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Planning Services (0345 678 9004)
Planning is a statutory duty of the Council governed by Law.  It involves dealing
with policy as well as planning applications, monitoring development and
instigating enforcement action where serious breaches of control occur. 

Officers provide information and informal advice about development proposals and
are happy to discuss Planning Policy, Law and Regulations with you in relation to
any specific proposals. If you want to know whether you need planning permission,
or to understand changes taking place in your local area we are here to help and
advise you. We provide an extensive range of advisory leaflets available in paper
form and online. 

We will:
o Provide advice on making an application; a discussion before an application

is made is advisable. Early talks can make the planning process easier for
you and improve the quality of applications received

o Provide advice to inform you if planning permission is required 

o Provide planning policy advice and guidance throughout each stage of the
planning process

o Provide Planning Officers to deal with specific cases by appointment and
ensure Planning Technicians are available in the 5 main area offices to
provide general assistance on planning matters

o Validate planning applications within 3 working days of receiving the 
correct information

o Aim to process 80% of major applications within 13 weeks, 80% of minor and
86% of other applications within 8 weeks of validation

o Provide advice on listed buildings, conservation areas and tree 
preservation orders

o Investigate alleged breaches of planning control, including works to listed
buildings, trees and hedgerows

o Commence investigation of all complaints about unauthorised
developments as quickly as possible and provide a response to you

o Produce a range of planning guidance which we will make available from
our offices, contact centres and website

Pot-holes 
- see Highways (0345 678 9006)
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R
Registrations, Deaths

- see Crematorium and Bereavement Services (0345 678 9000)

Revenues and Benefits (0345 678 9002)
The Revenues and Benefits Team is responsible for the collection and recovery of
council tax and national non-domestic rates, the payment of council tax and
housing benefit and the detection and prosecution of fraud.  Where our standards
are different to our corporate standards these have been noted below.

Face to Face - we will:
o Make sure customers should not wait longer than 5 minutes to see a

member of staff 

o Make special arrangements if it appears you will have to wait longer than 
5 minutes

o Make sure that if you need to be referred to a specialist you should not have
to wait longer than 10 minutes 

o Make sure that the reception areas are maintained with up to date and
relevant information at all times
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Telephones - we will:
o Aim to resolve all queries at the first point of contact

o Provide customers with a callback service should a query not be resolved
when customers first telephone us 

o Give customers our name and a telephone number for future reference 
if requested

o Where practicable do as much business on the telephone to avoid delays
with the post 

In writing (including email) - we will:
o answer your e-mails within 1 working day of receiving them

o If we cannot answer your letter/email within timescale acknowledge and
explain why

Benefits - we will:
o Action new benefit claims within 19 days of receipt at the designated office

o Action change of circumstances within 5 days of you letting us know

o Make sure that we collect all the relevant information at the initial contact

Council Tax and Non Domestic Rates - we will:
o Provide you with a choice of payment dates for direct debit payers

o Issue bills 14 days before payment is due

o Remind you within two months if you miss a payment
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S
School Admissions (0345 678 9008)  
The School Admissions Team is responsible for the allocation of primary and
secondary school places at local authority schools in Shropshire.  

Our website has details of many of the frequently asked questions raised by
parents and carers and a full copy of the Admissions Procedure for Shropshire or
you can contact the team on the number above. 

We will:
o Send out admissions packs to schools (for secondary and junior

applications) by the end of the first week of the autumn term.  
For Primary applicants a letter to parents or carers will be sent out in the
same timeframe

o Provide admissions advisers to give parents and carers impartial advice on
the admissions process

o Offer an individual appointment with a member of our admissions team 
if required

School Transport (0345 678 9008)  
By law, the Council must provide free transport to eligible pupils up to the age of
16 and to those pupils attending special schools. For students over 16 and under
19 years and attending their designated post 16 college, help with transport is
provided but parents are expected to contribute to transport costs. There is a
scheme to provide free or assisted transport for parents on low income. 

We will:
o Receive and determine applications for free school transport by the start of

the new academic year for those applications received by the end of July

o Provide parents with access to application forms at schools, the Council
Customer Service Centre and online via the Council's web site

o Issue travel passes by the start of the new academic year for existing
qualifying pupils

o Provide a school bus or taxi place for eligible school pupils for each 
school day
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o Provide a travel pass for contributing eligible students over 16 and 
under 19 years

o Monitor transport to ensure that it is safe and reliable

School Meals (0345 678 9008)   
Shropshire School Meals service is committed to providing a high quality hot
school meal provision which is available to all pupils in schools.  Meals are
predominantly cooked fresh on site at each school, using good quality fresh, local
ingredients.

We will:
o Deliver services in line with the “Food for Life” Soil Association standards

o Work in partnership with schools to increase the awareness of young people
concerning nutrition, exercise and a well balanced lifestyle

o Provide good quality food at good value for money

o Provide menus which meet the governments nutritional standards for all 14
main nutrients including carbohydrates, fat, protein, and fibre

o Provide menus which appeal to the customer

o Ensure that were practicable fruit and vegetables are fresh and sourced
locally when in season

o Ensure menus are designed to maximise the use of seasonal available
produce

o Ensure that the meat and poultry products used on the menus are sourced
from within the UK; many coming from Shropshire and the West Midlands.
All of these products meet the 'Red Tractor Assured Food Standards' 

o Ensure that eggs used in schools are all free range; sourced from farms
within the county

o Ensure that fish products used on the menu meet the 'Marine Stewardship
Council' standards

o Ensure Pork meatballs, which are sourced from the UK Foodhall in
Shrewsbury, are made from British pork, and meet the 'Quality Pork
Standard'



35

Shropshire Council
Customer Care Standards

Street Lighting (0345 678 9006)   
The objective of the Council's street lighting service is to provide, maintain and
update street lighting. 

We will:
o Night inspect every streetlight every 4 weeks throughout the year

o Carry out an inspection and clean every 2 years

o Change the lamp every 4 years

o Endeavour to investigate 95% of faults within 5 working days and where
possible, carry out a repair at the first visit

o Faults which cannot be repaired at first visit will be managed as appropriate

o Faults involving electricity supply failures, or specialist materials, will take
longer to rectify

Street Scene (0345 678 9006)   
The council's Street Scene team provides services to clean streets, car parks,
public conveniences (other than those located within the town of Shrewsbury),
maintenance of parks and open spaces and other public areas to remove litter,
build up of leaves, or any other debris which detracts from the appearance of an
area or could pose a risk to public health and safety.

We will:
o Assess and make arrangements to remove fly-tipping on relevant land within

2 working days 

o Provide a round the clock Emergency Response service to assess and make
arrangements to remove hazardous or dangerous materials on relevant land
within 24 hours of reporting. This includes; syringes, hazardous material,
and bodily fluids

o Remove graffiti from public buildings within 2 working days. Accessible
racist or offensive graffiti will be removed within 24 working hours of it being
notified to us

o Undertake an annual customer satisfaction survey to measure the quality of
our service and make improvements 

o Clean town centres and main shopping areas daily, sweep major roads as
necessary to maintain them to an acceptable standard and check estate
roads and footpaths

o Check and empty litterbins as scheduled 
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o Make arrangements to make safe dangerous trees within 24 hours of
receiving Arboriculture advice

o Provide a Dog Warden service to deal with reports of stray and lost dogs 

o Assess  suspected abandoned vehicles within 24 working hours of being
reported to us

o Ensure that publicly owned land is mowed regularly and maintained in a
litter free state

o Undertake an annual programme of Deep Cleans across the County, to
improve our towns, villages and communities

o Undertake the daily cleaning of public conveniences belonging to

Shropshire Council

T
Trading Standards (0345 678 9000)
Trading Standards promotes and protects health, the environment and economic
prosperity by providing information and services to businesses and consumers in
order to support safe and fair trading within Shropshire. 

We will:
o In conjunction with Consumer Direct offer practical guidance, and where

appropriate practical assistance, to resolve consumer law disputes

o Arrange home visits at a convenient time for customers with mobility needs

o Respond to all enquiries within 5 working days with details of who is dealing
with the issue

o Ensure rapid attendance where householders have work in progress in
instances where rogue traders have illegally cold called

o Offer clear advice and information to businesses to help them meet legal
requirements and how to correct any problems, and upon request confirm 
in writing

o Publish a Service Enforcement Policy, and ensure that it is reviewed 
and followed 
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Traffic Management (0345 678 9006)  
The Traffic Management teams aim to keep traffic moving safely, control the
speed of traffic, and provide traffic signage. 

We will:
o Assess requests for new traffic signs and traffic calming measures

(including speed humps and pedestrian crossings) and inform you of 
our decision 

o Consult with the local community, the emergency services and road user
groups, before introducing speed limits, on-street parking restrictions,
weight restrictions, one-way streets, or any other major changes affecting
traffic on the highway

o Advise tourist attractions on applications for tourist signs. There is a charge
for the consideration of applications

o Consider applications for marked disabled parking bays where a blue
badge holder does not have a driveway, garage or off-street parking place  

o Consider applications for “H-Bar” markings (markings that indicate to
drivers that they should not park) outside your property

Transportation Services (0345 678 9006)    
The Council's transportation team provides services in relation to transport
planning, road safety, highways development control and public transport policy. 

We will:
o Undertake local land searches and land change enquiries for Highways

related queries. We aim to respond to 95% of Local Land Charge Searches
within 48 working hours

o Respond to highway planning related enquires and formally respond to
planning applications. We aim to respond to 80% of formal consultations on
minor planning applications within 15 days and 80% of formal consultations
on major planning applications within 20 days

o Ensure that the design and construction of roads on new developments
meets standards to be adopted by the Council. We aim to complete 95% of
road adoptions within 14 working days of receipt of the final information. 

o Maintain roadside information displays for subsidised public 
transport routes

o Publicise, subsidise and promote all local bus routes in Shropshire including
ShropshireLink
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o Administer the Concessionary Fares scheme

o Applicants will normally receive their bus pass through the post within 
10 working days 

o Deliver road safety education in primary and secondary schools 

o Deliver 'Stepping Out' Child pedestrian training and 'Bikeability' 
cycle training

o Provide school crossing patrols at designated locations

o Deliver driver assessment and training

o Develop and deliver targeted road safety publicity campaigns

o Lead on the delivery of cycling improvements, school travel plans, safer
routes to school and travel plans 

o Develop and monitor the Local Transport plan for improving local transport
facilities and services in Shropshire

Y
Youth Services (0345 678 9008)
Shropshire Youth provides help to all local young people aged 13 to 19 including
a support service which helps remove barriers to young people moving on in their
lives. Shropshire Youth also provide support for those with special needs up to the
age of 25.

Connexions staff and youth workers work together in Shropshire Youth along with
the Young People's Substance Misuse Team to provide help and support to all
young people in the area.

Shropshire Youth helps deliver the Youth Offer for Shropshire.

We will:
o Provide the young people of Shropshire with an up to date relevant 

website that lists activities and events in their local area as well as other
support and advice
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