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Gloucestershire Archives @ The Hub 

 
Customer Services Policy 

 
 

1. Policy statement and purpose 

This policy explains Gloucestershire Archives’ commitment to providing good customer 

service at Gloucestershire Heritage Hub at all times. 

 

2. Scope 

This policy sets out Gloucestershire Archives’ priorities for customer care. We aim to meet 

our customers’ needs with efficiency, effectiveness and courtesy, making the Heritage Hub 

a welcoming and inclusive space for all.  

 

3. Terminology  

Archives are the record of everyday activities of governments, organisations, businesses 

and individuals. Archives may take many different forms – handwritten, typed, printed, 

photographic or electronic – and include audio-visual material such as video and sound 

recordings. They are preserved permanently because of their evidential and historical 

value. 

 

4. Background 

Gloucestershire Archives gathers archive collections and local and family history resources 

to ensure they are kept secure and made available for research.  

We are an accredited archive service recognised by The National Archives as the place of 

deposit for public records relating to Gloucestershire and South Gloucestershire.  
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We are a Gloucestershire County Council service.  By agreement, we also provide an 

archive service for South Gloucestershire Council and are the appointed Record Office for 

the Diocese of Gloucester. 

We are a lead partner in the Gloucestershire Heritage Hub, a network of local people and 

organisations created in 2017 with a common interest in our historic county's documented 

heritage. The network benefits from Hub facilities at Alvin Street, Gloucester and a Hub 

website, and its members support each other to gather, keep and share their personal and 

community archives. 

 
5. Our customers 
 

On-site: people seeking to defend their rights, for example in relation to rights of way, 

personal identity and entitlement to benefits; people working on their own collections; 

people participating in our training and learning activities;  people who are researching the 

history of their family, house or area; professional and academic researchers.   

 

People also visit to volunteer and (by appointment) to donate or deposit items which then 

become part of our collections 

 

Off-site: children, young people, families and lifelong learners participating in Archives 

learning and outreach activities or using published Archives learning resources; also people 

calling or writing with enquiries about our collections and services, and customers who wish 

to obtain copies of documents. 

 

On-line: all of the above. 

 

6. Our customer service goals  
 

 provide good customer service at all times 

 train staff and volunteers to problem solve, and use their judgement to deliver good 

customer service  

 

7. What we expect from our customers 
 

 you consider others whilst in the Heritage Hub so that everyone can use and enjoy 
the space  
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 you remain calm and courteous  

 you follow the on-site rules (for example, in the research room) 

 if things go wrong, you will give us a chance to put things right as soon as we can 
 

 
8. What customers can expect from us  
 
We will: 

 

 provide a friendly service, showing respect, courtesy and sensitivity 

 treat you fairly, demonstrating our commitment to equality and diversity 

 recognise and respond to your needs, which may include signposting you to one of 

our partners or another service 

 deal with your enquiries and requests accurately, promptly and efficiently 

 offer an explanation if we can’t answer your enquiry or request 

 establish customer service standards and monitor our performance 

 continue to develop staff and volunteers’ skills and expertise 

 welcome your feedback  

 
 

9. If you have a complaint  

 

We will aim to:  

 understand the problem 

 identify the cause 

 propose solutions that are acceptable to all parties 

 solve the problem 

 

10. Equalities 

Gloucestershire Archives is firmly committed to the principles of equality and diversity in the 

workforce and in the service it provides to customers.  

We treat all customers, and anyone else we come into contact with, equally and with dignity 

and respect. We do not discriminate on grounds of age, disability status, employment 

status, ethnic or cultural origin, gender or gender reassignment, marital status, nationality, 

religious belief or non-belief, responsibility for dependants, sexual orientation, social 
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background, or any other grounds which cannot be shown to be justified. We will recognise, 

respect and value difference and diversity. 

We have undertaken an equalities impact assessment of our policies.  The resultant Due 

Regard Statement is available on request.    

 

11. Roles and responsibilities 

The Community Heritage Development Manager, supported by Gloucestershire Archives’ 

customer services team, has an overall responsibility for customer service. 

 

12. References  

This policy should be read alongside other related Archives policies, and our customer care 

standards, to be found at www.gloucestershire.gov.uk/archives/policies  

13. Review and revision 

This policy will be reviewed every 3 years.    
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Owner: Heather Forbes, Head of Archives Service 

Approval Body Gloucestershire Archives Management Team (GAMT); Gloucestershire County 

Council’s Director of Strategy & Challenge; South Gloucestershire Archives 

Liaison Group 
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Version History 

 

Version  Version date Summary of Changes 

v1.0 June 2017 New policy 

v1.1 January 2018 New template and minor review 

   

   

 

Date of next revision: 2021 

 

 


