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1. Commitment to our Customers 
 
1.1 F360 Hub is committed to ensuring that customer service excellence is an integral part 
of  
our planning, resourcing and delivery of our services across our local communities.  F360 
Hub is a customer focused business.   
 
1.2 There is a specific policy for dealing with compliments, concerns or complaints which 
is available via the website: www.f360hub.co.uk. The policy guides customers through the  
processes for passing on a compliment about a service, expressing a concern or suggestion  
about a service and when a customer is dissatisfied with a service, the process to follow to 
make a complaint. 
 
1.3  When customers contact F360 Hub, we will identify ourselves, be helpful and 
courteous; professional and positive; be well informed so that we are able to help; listen 
effectively so that we may respond appropriately; be fair and support individual needs.  
 
 

ABSTRACT 

This policy outlines F360 Hub’s commitment to customers including what to expect and  
the standard of service they can expect to receive; how F360 Hub instructors deliver 
consistently high standards of excellent customer service to all members of the community; 
and F360 Hub’s commitment to delivering high levels of service within our local areas in the 
interests of improving the well-being of the diverse communities in which we serve. 
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1.4  This policy sets out the minimum standard of service that customers can expect to 
receive accepting that some individual needs may require a more tailored approach and 
additional support.  
 
1.5  Where possible, F360 Hub will respond to customer enquiries at the first point of 
contact. Where this is not possible, customers will be provided with details as to why this is 
not possible, and a further update will be provided within a reasonable time period.  
  
2.  F360 Hub commitment to customer correspondence 
 
2.1  F360 Hub is working to maximise visibility and accessibility to our customers within the 
Community.  Our preference is for face to face communication so that with you, we can 
build positive relationships to support you on your journey. 
 
2.2  We understand and accept that our customers have individual preferences about how 
they like to communicate, and endeavour to serve individual needs.   
 
2.3  F360 Hub can be contacted through digital channels such as our website 
(www.f360hub.co.uk), social media and through email contact (enquiries@f360hub.co.uk
 ). 
2.4  Digital correspondence will be acknowledged within 24 hours (Monday to Friday).  
Outside of these hours, we will respond as soon as practicable.   
 
2.5  Where possible, we will answer the telephone call within 3 rings.  Where this is not 
possible (for example, if we are teaching a class), please leave a message and we will 
contact you as soon as practicable.    
 
2.5  F360 Hub will respond to letters within 10 working days of receipt of the letter.   
 
2.6  F360 Hub response to enquiries will detail the next steps and provide signposting to 
other useful information or guidance as appropriate. 
 
3.  Importance of Customer Service 
 
3.1 Improving Customer Service is a key priority for F360 Hub who care about providing a 
quality service, in a friendly, welcoming, helpful and efficient way. 
 



    

   

 

 

 
3.2  F360 Hub will continually strive to obtain feedback from customers to ensure that we 
are maintaining high standards of service delivery, communication and effectively meeting 
individual needs. F360 Hub are open to using constructive feedback to continually improve 
our services.  
 
3.3  F360 Hub treat each person as an individual with respect for diversity, equal 
opportunities and have the flexibility to adapt to meet individual needs. F360 Hub 
customers will be treated with dignity, respect and courtesy.  
 
4.  F360 Hub Principles when dealing with customers 
 
4.1 F360 Hub will identify any specific requirements with sensitivity, tact and diplomacy. 
 
4.2  Customer details will be recorded accurately during first reporting together with an  
accurate of the enquiry.   
 
4.3 Customers will be kept well informed of their progress of their enquiry via email from 
F360 Hub.   
 
4.4 F360 Hub email accounts will be set with an automated ‘Out of Office’ reply to advise 
customers when there may be a delay in responding to emails, and detailing return dates.   
 
4.5 F360 Hub Instructors will wear F360 Hub branded fitness clothing so that they are 
easily identifiable to customers.  Instructors will carry their business cards with them at all 
times, detailing contact information for customers to ensure open lines of communication.   
 
5.  Customer Service Performance Management 
 
5.1 F360 Hub will review customer service standards (as set out in this policy) regularly to 
ensure that we are delivering exceptional standards.  Customer feedback will be included 
within this review. 
 
5.2 Our services and products will be reviewed regularly to ensure that we are accurately 
and effectively meeting customer demands.  As a result of this review, products and 
services may be changed to tailor our service to more accurately fulfil customer 
requirements. Any changes will be advertised in advance of the start date. 
 


