MISSION STATEMENT

We aim to be one of the finest leisure destinations in the United Kingdom, offering an action-packed experience to our guests.
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CUSTOMER CHARTER

WHAT CAN YOU EXPECT FROM US?

We stand for quality of service at a value price in a friendly, welcoming and immaculate parkland setting.

CUSTOMER CHARTER
WHAT CAN YOU EXPECT FROM US?

CLEAR COMMUNICATION

· We are 100% committed to providing outstanding levels of customer service and we will always try to ensure that our staff are well informed, reliable and confident and that the information they give you is 100% up to date;   

· Whilst recognising that we have a diverse clientele with a huge array of differing needs, we aim to make sure that nothing stands in the way of everyone receiving the same excellent standard of service;

· We are committed to providing written responses to customer enquiries, requests and complaints within 28 days;

· We promise to actively listen to our customers and hope to make dealing with our people and visiting our complex a genuinely enjoyable experience.
COMMITTED PEOPLE

· Our people are our most important asset and have the opportunity to make a real difference to your Lightwater experience;   

· At all times, we expect our people to be smartly dressed and to respond to our customers in a polite, respectful and helpful manner.   We also trust our people to carry out their duties in a professional manner and to make every reasonable effort to deal effectively with customer problems on the spot;   
· In return, we would ask you to treat our staff properly as we will not tolerate any verbal or physical abuse against them; 

· Our staff will be fully accountable and, to this end, will usually wear name badges and give their names on the phone and in all letters and email messages.
ENVIRONMENTAL RESPECT
· We promise to respect the environment and, to this end, we are 100% committed to developing and preserving our 175 acre site with a deference for the flora and fauna who naturally reside here; 
· We appreciate our beautiful parkland surroundings and, whilst we need to constantly evolve and adapt our business, we aim to preserve the natural aesthetics of our environment for future generations.
COMMUNITY PARTICIPATION
· We aim to develop our business in a manner that contributes positively to the prosperity and well-being of the local community;

· Where possible, we will give priority support to local charities, educational establishments, sports clubs and community groups.
SITE ACCESS

· We will make every effort to provide access to our site for those with disabilities (including full disabled toilets);
· Access guides will always be available on our website and in a variety of printed and electronic formats. 
CUSTOMER FEEDBACK 

· If you wish to bring a particular issue to our attention, please collect a customer feedback form from our theme park visitor services desk or shopping village reception, use the online feedback form at www.lightwatervalley.co.uk or write to us at the following address:   

Customer Relations Manager

Lightwater Valley Attractions Ltd

North Stainley

Ripon

North Yorkshire HG4 3HT 
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