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	We provide staff who are knowledgeable, friendly, courteous, easily identifiable and willing
to help everybody.

Target 100%; achieved ……98%


	
	We provide buildings that are user-friendly, accessible, clean, well-maintained and suitably furnished; toilets that are clean and well stocked
Target 90%; achieved ……99%


	
	We provide services which are excellent value, relevant to people’s needs and as accessible as possible. 
Target 90%; achieved ……95%


	
	We provide information which can be easily understood and accurate.
Target 95%; achieved ……100%


	
	We provide collections, whether on display or in storage, that are supported with relevant and accurate documentation and conserved for this and future generations. 

Target 95%; achieved ……99%


	
	Our customers are satisfied with the quality of the service we provide

Target 95%; achieved ……100%


	
	

	
	

	
	               Average for achieving Service Standards  …98.5%  (above target 95.25%  )


Signed…    Katie Smith                                                Date …16.10.13 
	Further comments

	  This included the highest visitor numbers in 25 years
-Very polite and helpful staff particularly at entrance + front door. 

-Very nice and be back in summer. 

-What a treasure! I enjoyed this thoroughly.

-Abi (Visitor Services Assistant) was great.

-Excellently run site. Very interactive in a non-intrusive way. Excellent audio visual presentation. Many places could learn from the organization that set up the Roman Baths experience. Thank you – really good value for money and an excellent experience. 

-Glad there was BSL. 

-We were so happy my friend got a BSL guide!! Well done! ( 

-I thought the children’s version was excellent – also loved the visual displays of ‘Roman ghost people!’ It really brought the whole experience to life for myself + my 8 year old daughter. Much improved from my last visit.  

-This site and its facilities are great. The artifacts together with the audio visual effects are very life-like. Much better than in Italy (Pompeii). Our guide Scott was also extremely interesting and full of knowledge. Well Done. Thanks. 
-Very smelly ladies toilet. 
-Very good all around – perhaps ‘signs’ to encourage people to ‘keep left’ (especially the school groups). Thanks Carol, very helpful. S  P   Q   R = ‘For the Senate and People of Rome.’ Best wishes. 

-Why no signage in any other language besides English? Very strange! 

-This was a fantastic visit – I love the audio visual guide. Bill Bryson commentary adds another dimension – and I like the way that there is something for the children – Michael Rosen is great!

-Compliment Daisy our waitress – efficient, polite, friendly. 

-Wonderfully done display of the structures. Excellent experience! 
-Absolute best interpretation of a historical site I’ve ever experienced.

-My family enjoyed the trip. 

-A lovely site enjoyed by all my family. Robin was a great help. 



