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Lisburn & Castlereagh City Council aims to resolve complaints as efficiently and
effectively as possible. On receipt of your complaint it will be directed to the
appropriate department. You will be advised within five working days that your
complaint has been received, how it is progressing and if it has been resolved. If the
matter cannot be resolved within the five working days you will be advised of this and
you will be given a target date by which you will receive a full response.

In the event you should not be satisfied with the full response when you receive it,
you can have the matter reviewed by the Director of the Department concerned.
If you are then still dissatisfied you can request a review by the Chief Executive.
Following the review by the Chief Executive, if you are still unhappy with the final
response you can pursue the matter by contacting:

33 Wellington Place, Belfast, BT1 6HN
Tel: 028 9023 3821 \Web: www.nipso.org.uk Email:nipso@nipso.org.uk

The Commissioner will expect complainants to exhaust the Council's procedure
before carrying out any investigations.

LCCC www.theleisureplex.com

Lisburn & www.theicebowl.com
Castlereagh

city council www.castlereaghhills.com

Contact Details for Sports

Services Facilities

Dundonald International Ice Bowl
T: 028 9080 9100

E: icebowl@lisburncastlereagh.gov.uk

F: Dundonaldicebowl

W: www.theicebowl.com

Lagan Valley LeisurePlex

T: 028 9267 2121

E: leisureplex@lisburncastlereagh.gov.uk
F: LaganValleyLeisureplexLisburn

W: www.theleisureplex.com

Lough Moss Leisure Centre

T: 028 9081 4884

E: loughmoss@lisburncastlereagh.gov.uk
F: Beactivelisburncastlereagh

Glenmore Activity Centre

T: 028 9266 2830

E: glenmore@lisburncastlereagh.gov.uk
F: Beactivelisburncastlereagh

Grove Activity Centre

T: 028 9267 1131

E: grove@lisburncastlereagh.gov.uk
F: Beactivelisburncastlereagh

Kilmakee Activity Centre
T: 028 9030 1545

E: reception.kiimakee@lisburncastlereagh.gov.uk

F: Beactivelisburncastlereagh

Laurelhill Sports Zone

T: 028 9267 1131

E: grove@lisburncastlereagh.gov.uk
F: Beactivelisburncastlereagh

Aberdelghy Golf Course

T: 028 9266 2738

E: aberdelghy@lisburncastlereagh.gov.uk
F: Beactivelisburncastlereagh

Castlereagh Hills Golf Course
T: 028 9044 8477

E: chgc@lisburncastlereagh.gov.uk
F: castlereaghhillsgolfcourse

W: www.castlereaghhills.com

Sports Development Unit

Adrian Baron

Sports Development Officer

T: 028 9250 9556

E: adrian.baron@lisburncastlereagh.gov.uk

Faron Morrison

Sports Development Officer

T: 028 9081 1969

E: faron.morrison@lisburncastlereagh.gov.uk
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Purpose of the Lisburn & Castlereagh
City Council Sports Services Unit

In partnership with relevant stakeholders ensure the efficient delivery of Sports
Services programmes, events and facilities to encourage and promote
participation in physical exercise and healthy lifestyles amongst residents and
visitors to the Lisburn & Castlereagh City Council area.

2 Customer Service Standards

When visiting or contacting a Sports Services Facility or taking part in a
programme or event organised by the Sports Services Unit:

We Will How we will measure this

Work towards ensuring that customers
experience staff who are friendly, willing
and helpful.

Ensure that customers experience the
highest standards of cleanliness across
all facilities at all times.

Ensure that all information provided to
customers is accurate and easy to
understand.

Provide a value for money service to
customers.

Ensure that the highest standards of
health and safety are maintained at all
times.

Via customer questionnaires where we
aim to achieve a target of 90% of
customers rating us either excellent or
good across all facilities/services.

—p—

We Will

Maintain relevant equipment to ensure
that it is in good working order.

Work towards ensuring that all
facilities/services are accessible to
disabled customers and that, where
necessary, appropriate reasonable

adjustments are made to services.

How we will measure this

Via customer questionnaires where we
aim to achieve a target of 90% of
customers rating us either excellent or
good across all facilities/services.

Timescales

When you contact us We will Within (timescale) ‘

By Telephone Answer/Respond to your call If no answer within 6 rings,
leave voicemail - responded
to within 1 working day

Via Email Respond to your email Within two working days

Via Facebook Respond to your private message | Within 1 working day

Via Letter Respond to your letter Within five working days

* Based upon customer feedback we will carry out an ongoing review of how we
perform against our service objectives to help identify and act upon any potential

dips in performance.

Other Customer Service Objectives

e To provide a balanced programme of activities, courses, events, etc across all

facilities/services.

* To provide competent and well motivated staff who are trained to the best industry

standards.

¢ To ensure that all staff working with children and vulnerable adults are suitably
vetted and trained in issues relating to safeguarding.

Communicating with the Sports

Services Unit

e |t is our aim to ensure that all communications with customers via email, letter,
telephone calls, social media etc will be undertaken in a manner which is prompt,

polite, helpful and professional.

e Wherever possible we will try to ensure that if necessary information will be
provided to customers via alternative means such as large print leaflets/letters,

interpreting services etc.

Sports Services Response Timescales

We have the following timescales in place for responding to customer contacts:

o

To make a block
or event booking

Process your booking Within five working days

To apply for a
Vitality Membership

Process your booking Within three working days

4 Customer Comments

We will at all times work towards encouraging customers to provide us with relevant
feedback in person, by telephone, by email and by social media.

Please let us know, if:

* You have a compliment to make regarding the service provided or regarding a
member of staff.

* You have a suggestion which might help us improve upon the service provided.

* You feel we have failed to provide a satisfactory level of service.

* The service delivery has been delayed.

* You feel that a member of staff has failed to carry out his/her duties in a polite,
helpful and professional manner.

* You feel that the service provided is unfair.
* There is any other matter which you would like to make us aware.

We would encourage customers to pass on any comments or complaints in person
to a member of staff at the appropriate facility or service, however if you would like to
make a more formal complaint, then:

* Complete and return a Customer Comment Form at the relevant centre.

* Email your complaint to the relevant centre — See list of email contact details at the
back of this booklet.

* Record your comment online by visiting;
www.lisburncastlereagh.gov.uk/information/comments-and-complaints




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize false
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Remove
  /UCRandBGInfo /Remove
  /UsePrologue false
  /ColorSettingsFile (None)
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


