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THCVS Customer Charter

This charter covers all the work of Tower Hamlets CVS and is used by our staff and volunteers to help to ensure that you get the best possible services from us.

The main aim of THCVS is to support people and organisations in Tower Hamlets that seek to enrich the quality of life for their communities.  We hope to do this by:
· Increasing the involvement of the voluntary and community sector in policy making 

· Improving the capacity of the voluntary and community sector to deliver services

· Improving partnership working across the sector and with the London Borough of Tower Hamlets, NHS East London and other statutory partners in order to avoid duplication and maximise impact 

We offer:
Support and information for voluntary and community groups

· Regular newsletters and a website featuring relevant, high quality accessible information
· Opportunities for voluntary and community groups to promote activities, advertise jobs

· Training courses, events and workshops on topics relevant to Tower Hamlets organisations

Networking and liaison
· A directory of VCS organisations & services
· Referrals and sign-posting to help link individuals with organisations and organisations with each other
· Regular themed forum meetings for voluntary and community organisations
· Ongoing dialogue with voluntary and community organisations to ensure we are serving the sector’s interests

Development

· A programme of training and development opportunities for Tower Hamlets VCS organisations

· One-to-one support with organisational development, strategy and funding applications
· Support with developing individual organisational action plans and training needs analyses

· Support for VCS advocates and representatives 

Representation

· Representation of the voluntary and community sector on the Executive and Board of the Tower Hamlets Partnership
· Celebration and promotion of the achievements of VCS organisations

· When appropriate, to act as responsible and accountable voice for the sector

· To take a lead strategic role in driving future of VCS in Tower Hamlets

· To take a lead strategic role in observance of Tower Hamlets Compact
Partnerships

· To work with other local infrastructure organisations to deliver effective support to local VCS

· To facilitate partnership working between public and private sectors and VCS

· To work on Tower Hamlets Third Sector Advisory Board and Compact

· To develop mechanisms for VCS organisations to be fully involved in the CVS
THCVS has a range of policies and procedures to help define and regulate our work.  We are also working toward the PQASSO quality mark for voluntary organisations and the NAVCA standard for infrastructure organisations, both of which will help us to maintain a consistently high standards both internally and externally. 
We will:
· Respond to you promptly and give you a reasonable timescale within which your enquiry or request will be addressed
· Provide you with services and information that are relevant, up to date and of a consistently high standard

· Provide you with services that are impartial, objective and realistic

· Provide you with information that is clear and readable 
· Run our events, as far as possible, in spaces that are accessible to a wide range of people
· Keep any sensitive information we hold about your organisation confidential unless you have given us permission to share it

· Always let you know if there is to be a charge for a service

· Be clear about our own capacity and expertise, and if we can’t help you (where possible) refer you on to further help
· Have due regard for and an active commitment to equal opportunities and fair practice
· Be honest, open and approachable in our dealings with you
· Welcome your comments, compliments and complaints about our services  [image: image1.png]
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