Our Commitment to You

Cognus is committed to providing good services to our clients, families and young people, and as
part of that, we want to communicate effectively with you.

We would like to thank Sutton Parent Carer Forum (SPCF) for the support and feedback they have
given to Cognus regarding our processes and how we communicate effectively as an organisation.
We commenced devising a ‘Customer Charter’ with SPCF some months ago and this will be
completed soon. SPCF will be consulting with the wider Parent Carer Networks across Sutton to
develop the final version of the Customer Charter.

Recently, we have been working with SPCF on our communication processes and in response to the
feedback received, we wish to highlight our commitment for responding to day-to-day enquiries.

When you contact us we will respond within three working days. This will be either to:

e Provide the response, or;

e Acknowledge that we have received your message and explain when you can expect a full
response to your query. When this happens, it is because your query needs more detailed
information and it might take longer (up to 10 days) to reply fully. We will keep you
informed of the progress

We will also make sure that any team member who is 'out of office' includes on their out of office
notification the contact details for urgent queries and a date when they will be available to reply.

Please rest assured we are working on every case all the time to provide the best possible service.

To give us your feedback, whether positive or negative, please see our feedback and complaints
section.

The Impact of COVID-19

With COVID-19 affecting many families, including those working in the Cognus teams, our response
time may take longer than normal. However, our teams are continuing to work and want to
maintain communication with you as much as is possible. We very much apologise for any delays
that might occur and thank you for your patience.


https://cognus.org.uk/contact-us/feedback/
https://cognus.org.uk/contact-us/feedback/

