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1. Introduction to Customer Care 
 
The ability to successfully meet the wants and needs of customers in a positive manner is what makes any organisation 
successful. At Aspire Sports we are committed to providing outstanding customer care at every level. Our ability to 
interact with customers in a calm and positive manner will make a lasting impression while our resolve to provide the 
best and fairest possible outcome when dealing with any situation may be the difference that can set us apart from other 
organisations. 
 
By adhering to the behaviours within this policy we have the opportunity not only to safeguard our current business 
against competitors but create new opportunities through up-selling, cross-selling and referrals. As well as outlining the 
expected characteristics and behaviour of Aspire staff this policy will address the effective resolution of customer 
complaints and outline the key stages within company procedures that impact the level of customer care we provide. 
 

2. The Aspire Sports Vision and Aim 
 
Vision: Aspire are recognised as leading providers of innovative services and resources that educate and inspire schools, 
coaches, young people, children and their families to be engaged in physical activity. Our success is spearheaded by our 
expert team. 
 
Aim: To provide a first class service that exceeds our customers’ expectations 
 

3. The Expected Characteristics and Behaviour of Aspire Staff 
 

a. Expected Characteristics 
 

Be polite to every person that you deal with on a day to day basis. This might be your colleagues, a school Head Teacher, 
a pupil, a learning cohort or the staff of other organisations. Treat everybody like your most valuable customer.   

Be approachable for pupils, teachers, colleagues, parents and potential new customers. Instilling confidence that others 
can come to you and discuss things openly will allow you to discover the details that you need in order for us to adapt 
and meet their needs, you never know when a new opportunity will come along.  

Be honest. If you are tentative on something or unsure about a particular aspect of a programme, refer them to someone 
who has a better knowledge in that area. Never make anything up and hope for the best. The individual you are dealing 
with will be happier that you referred them to someone else, rather than talking about something you are unsure of. 
After that occasion it is your responsibility to research the area that you were unsure about so that when the when the 
next person asks the same question you can give them an informed answer. 
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Be enthusiastic in every task you complete. No matter how big or small the task is, it will undoubtedly have an influence 
on the success of the company. Displaying clear enthusiasm for what you do as well as the service we provide is 
reassuring for customers, if you believe that you are making a difference allow yourself to be confident when interacting 
with others. Your enthusiasm should be clear from both your body language as well as your tone of voice, if this is 
positive you can instil confidence in others. 

Be confident in yourself. The Aspire vision states ‘our success is spearheaded by our expert team’, you are an integral 
part of that team so be confident in your ability. Be confident when discussing the services we offer, ensure that you 
know the advantages of each service so that if someone asks you, you can pass your knowledge onto them.  
 
Be punctual with all that you do. This is the first impression that others have of you so make it a good, and a professional 
one. Give yourself enough time for admin tasks and travelling so that you get to your school/meeting/learning 
opportunity with enough time to spare. We expect you to arrive at least 15 minutes prior to starting work, this includes 
your arrival at schools throughout the day. Being punctual also includes the completion of tasks on time, plan your time 
effectively and don’t try to fit too much into your schedule. Being on time and prepared for 3 meetings is far better than 
being late and unprepared for 5. 
 
Be professional and set a good example for others, this may be your colleagues, school staff or participants in learning (to 
name a few). Ensure that you represent Aspire with pride by demonstrating your professionalism, it is easier to retain 
current customers than it is to gain new ones. 

Listen, if you do this well enough you will gain an understanding of what others are looking for. It is often easy to 
misunderstand others, which can result in customers becoming frustrated or irritated. Ensure that you provide as much 
of your attention as you can when communicating, doing this effectively will lead to customer satisfaction. 

b. Behavioural Expectations 
 
Maintain a smart and professional appearance at all times. Your appearance is a reflection of both your own, and the 
company’s organisation, ensure that customers get the right impression. 
 
Don’t hide behind technology. Electronic communication is appropriate in some cases however be careful that you don’t 
use it at the expense of a phone call or face to face meeting, customers value these forms of communication more.  
 
Customers value attention, dependability, promptness and competence. Following on from the last point, providing 
customers with attention and simply doing what you say you will do, on time, will lead to customer satisfaction. 
 
Under promise over deliver. Ensure that you set realistic expectations for yourself. Promising something within seven 
days and providing it after three is better than setting unrealistic expectations and providing it after your deadline. 
 
Keep in touch. Customers value attention so ensure that you set reminders to contact them, even if it is an informal chat 
to find out how everything is going. This can lead to new opportunities as customers build their confidence in you. 
 
Know your customers, personally and professionally. There are of course boundaries to this however it is to your 
advantage to find out what football team they support, where they like to go on holiday. It all helps build rapport. 
 
Sort it out and face up to it. Things will go wrong and customers will require you to sort something out for them, they will 
think more of you for facing up to mistakes and addressing issues straight away. Links with ‘hiding behind technology’. 
 
Ensure that excellent customer service runs through every part of the business. Ensure that your admin tasks and 
communication are made with the same professionalism that you apply when meeting customers face to face. 
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c. Communication Response Times 

 

 
If you are unable to respond within these response times you must make it clear to the customer why as well as outline 
the reason why this is the case. In these instances you should follow the corresponding actions in the below table. 
 

 
 
4. Resolving Customer Complaints 

 
By displaying the expected characteristics and behaviour that we expect of Aspire staff it is often possible to resolve a 
complaint and come out of it with a stronger relationship with the customer then we had initially. The manner with which 
we address issues when they arise can set us apart and highlight how organised and professional you are as an individual 
but also Aspire as an organisation. 
 
We are committed to providing a high-quality service for our learners, clients and the community we serve.  We will deal 
with legitimate complaints in a fair, prompt and objective manner. Complaints will be dealt with without recrimination and 
learners will not be disadvantaged by raising a complaint.   

We will be fair in the treatment of all those who complain irrespective of age, disability, gender / gender reassignment, 
marriage / civil partnership, pregnancy / maternity, race, religion or belief, sex, or sexual orientation (protected 
characteristics and whilst socio-economic background is not a legally protected characteristic, we are committed to 
combating any discrimination on this basis and recognises the harm that discrimination has in terms of an individual’s 
access to equality of opportunity).  Complaints will be dealt with promptly and constructively. All complaints will be dealt 
with in confidence but shared with any person who may be the subject of a complaint. The outcomes of any complaint will 
be shared with the complainant and any staff involved. Complaints made which, on investigation, turn out to be malicious, 
may result in disciplinary action. 
 
 

a. Respond by the end of the day if it is urgent or within 24 hours for other complaints. 

b. Gain as much information as possible during the response. 

c. Let the customer know that you are going to carry out a full investigation into the matter. FEEL, FELT, FOUND 

d. Discuss the issue with the Operations team. 

Communication Type Response Time 

Call, Text or Voicemail Message Same working day (cut off 5pm/6pm for camps) 

Email 1 Full working day 

Social Media 1 Full working day 

Enquiry Response 1 Full working day 

Rescheduling of a cancelled meeting 1 Full working day 

Following up Aspire communication (urgent) 1-3 working days 

Following up Aspire communication (standard) 3-7 working days 

Following up Aspire communication (future planning) 7-14 working days 

Problem Action 

You are working in a school or have back 
to back meetings for the next few days 

Ensure that within the initial communication you give a clear response 
time along with an explanation of why this will be the case. 

You are on leave when the initial 
enquiry is sent to you. 

Ensure that whenever you go on any form of leave you set up an auto 
responder that clearly outlines when you will get back to them.  



Updated September 2018       Page 4 of 4 

e. Contact the customer and discuss the action plan that has been designed to address the complaint. Check if 

this solution is accepted by the school. 

f. Within the next few days and weeks, make a curtesy call to check the solution has been effective/school are 

happy. 

 
5. Customer Care Within Company Procedures 

 
Sales 
When dealing with a sales enquiry (new, lapsed, cross or up-sell) refer to the Sales Process Mapping document. 
 
Service expectations 
To meet service expectations, ensure a feedback meeting is completed between you and the main contact within the 
school each half term. When a feedback meeting is not possible, ensure an informal drop in is completed. 
A pre-delivery meeting must be completed with every school before the provision begins. 
Ensure there is a school information folder in every school that Aspire work in at least once every week. 
 
Complaints 
With all complaints refer to the Customer Complaints policy outlined above. 
 
Quality of service 
When completing informal observations and drop in’s, ensure you are up to date with the latest staff observation criteria, 
completed by the Operations team. 

 


