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Information Resources

Website

Advice-Line

Social Media

Extranet 

Newsletter

Information Centre

Subscriptions
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Customer Charter

Website

Maintain a user-friendly, accessible website.

Maintain our website in compliance with the Website 

Accessibility Initiative (WAI), Level 2.

Provide facilities for making an enquiry or complaint 

online.

Offer the facility to subscribe to sections of our website.

Advice Line

Answer at least 90% of calls within 15 seconds, during 

business hours.

For calls transferred to voicemail, respond to voice 

message within three hours. 

Answer queries immediately, if possible.

Otherwise, respond to queries within five working days.
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Measuring the Customer Charter

Website

External evaluation for compliance with WAI

Electronic site checks

Manual site checks

Training

Advice Line

Electronic telephone system

Database

External evaluation / questionnaire (every 2 years)

Mystery shopper exercise (every 2 years)
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Website Statistics, 2015 (to date)

Total Website Visits: 823,491

Unique Visitors: 572,902

Page-views: 2,088,122
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Peak (2015) – Thursday 8th January – 11,346 sessions
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Peak (2014) – Monday 6th October – 9,174 sessions
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Where do our website users come from? (2015 to date)
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Of interest

Most Popular Sections:

• Homepage

• HACCP

• Publications

• Legislation

• Food Business

Devices Used:

• Desktop 79%

• Mobile 15%

• Tablet 6%
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Advice Line
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Advice Line

A total of 14,348 queries in 2014, an 8% increase on 
2013

11,604 involved requests for advice across a range of 
food-related areas

• Labelling requests were up almost 100% on 2013 
(at 2,463 requests) due to the introduction of the 
new Food Information to Consumers rules in 
December

2,738 were complaints by consumers about food and food 
premises 
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Source of Request, 2014
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Top 10 Request Types, 2014
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Who called us?
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Complaints

• 2,738 in 2014

• 2,846 in 2013 

• 2,530 in 2012

Complaints received (2014) were categorised as follows:

• 1,199 - unfit food

• 529 - suspect food poisoning

• 566 - hygiene standards

• 175 - incorrect information on food labels

• 269 - other
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Social Media

Twitter – 3,465 Followers

Facebook – 3,738 Likes
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Facebook Demographic

Facebook 

Post 

Reach
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Newsletter

Every two months

Postal 

distribution: 

3,400

Electronic 

distribution: 

2,400
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