FASHION MUSEUM SERVICE STANDARDS  
BUILDINGS
Welcoming, safe, user-friendly and suitably furnished

· The entrances will be bright and welcoming 

· Clear and helpful messages will be displayed during opening times
· Seating will be provided in the main areas of the Fashion Museum and the Assembly Rooms
· Rooms and walkways in the building with public access will be well lit to minimum safe operating levels
· Barriers in use will be clearly visible

Clean, well maintained and regularly inspected

· Toilets will be inspected and re-stocked at least every 2 hours and all rubbish and spills will be cleared away

· Cleanliness levels will meet the cleaning specification

· A notice board will be available close to the main entrance with contact details and the procedure for complaints

· Walkways will be kept clear of trip hazards

· Litter will be picked by members of the staff throughout the day and bins will be emptied at least twice a day

As accessible as we can make them

· Entrances and exits will be clearly marked and well lit

· Location signs will be positioned along the route to help visitor orientation on the site

FASHION MUSEUM SERVICE STANDARDS

COLLECTIONS AND DISPLAYS
Publicity accessible, on display or in store
· Display cases will be well lit for visitor comfort and also meet object conservation needs

· Collections in storage will be made available for public viewing twice a week, most weeks at the study facility situated within the Assembly Rooms.

Supported by relevant and accurate documentation
· Display captions will be accurate and up to date

· Collections documentation will be maintained in accordance with the UK documentation standard1
· All displays will have captions

· Explanations for temporarily removed exhibits will be displayed

· Information will be given in interesting and diverse ways

Conserved for this and future generations to enjoy
· Collections will be displayed, stored and catalogued in accordance with the Council’s Collections Management Policy1
· Vulnerable displays will be protected at all times

· Conservation will be arranged by specialist conservators

1 Incorporates standards in “The Museums Care of Archaeological Collections” 1992 published by the Museums and Galleries Commission

FASHION MUSEUM SERVICE STANDARDS  
SERVICES
Excellent value for money

· Concessions will be available for students, seniors, children, families and groups at all times of public opening

· All B&NES residents, on production of a Residents’ Discovery Card and B&NES schools will be admitted free of charge to the displays at any time during public opening 

· Audio guides will be available in 7 languages 

· Half term activities and access open evenings will be offered free of charge for B&NES residents

Services that are clearly described in advance

· Opening and closing times will be clearly published in all advertising literature and at the point of admission
· Admission prices will be displayed at the point of admission to the Fashion Museum 

· Information about the site and its services will be available via the website and telephone information line for 24 hours per day and by email and personal enquiries during opening hours

Relevant to peoples needs

· Toilets will be adequately stocked

· Baby changing facilities will be available in two locations for ladies and gentlemen

· Shops will be stocked with an appropriate range and level of stock 

· Seating will be available throughout the site

· The Assembly Rooms Café will be available nearly every day
· Special guided tours and illustrated talks can be arranged in advance 

· The site will be accessible to disabled people
· We will consult regularly with service users on the quality of the service provision through surveys and focus groups
FASHION MUSEUM SERVICE STANDARDS 

STAFF
Well trained and properly equipped
· All front of house staff will be well trained to deliver a high standard of customer care
· Staff will be competent in their job and able to complete their tasks efficiently

· Front line staff will be able to satisfy queries and complaints at the time for most of the time 

· More complex questions and complaints will receive a detailed response within 15 working days

· Telephones will be answered within 6 rings for 80% of the time

· A trained First Aider will be available whilst the public are on site

Smart, well dressed and easy to identify

· All Front of House staff will wear easy to read name badges

· Front of House staff will be readily identifiable in a recognisable uniform, which will look maintained and clean

Courteous, knowledgeable and helpful

· Front of House staff will be selected for their customer care skills

· Front of House staff will treat everyone fairly and receive training on special needs, disability and race equality within 8 months of starting

· All staff will be encouraged to increase their knowledge base through  training and research
