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This charter outlines our commitment to providing high quality service to all our
clients. VALUES

These are the values we stand by:

- Customer focus: We place our customers at the center of everything we do, striving to meet and
exceed your expectations.

- Reliability: We are committed to delivering services you can depend on.

- Integrity and honesty: We act with honesty, transparency, and accountability in all our dealings
with customers and partners.

- Innovation: We provide a seamless experience for our customers through technology-driven
solutions and continuously improve and adapt our services through customer feedback.

- Efficiency: We aim to provide fast, secure, and cost-effective services using our resources wisely.

SERVICE STANDARDS

- Waiting time in the post office is 10 minutes

- Service is prompt, effective and courteous

- Telephone calls are answered within 3 rings

- Missed calls are returned before the end of the work day

- Written correspondence is acknowledged within 24 hours, from the time of receipt

- Feedback on any complaint-related investigation must be provided within 5 days from the date of
receipt

RIGHTS

- Clients are entitled to quality service, accurate information, data privacy and prompt complaint
resolution.

RESPONSIBILITY

- Clients are responsible for providing accurate information, complying with postal regulations, and
paying all required fees. They must accurately declare the contents and value of their packages,
use post office services responsibly, and treat postal staff with respect.

SERVICE STANDARDS

Product/ Service Delivery Customer Obligations
Standards

Outbound Services




Inbound Mail Items

Philatelic & Gift Shop Services




Agency Services

Rental Boxes

Key Cutting Services




Courier Service/ Door to Door

Feedback and complaints handling procedures

e Customers may contact our Customer Service team by email at
customerservicesl@seychellespost.gov.sc.

e Customers can seek guidance from the Postal Controller/ Managers at any of our service
locations

o We invite you to share your feedback on our services by scanning the QR codes at the
entrances of all our locations or simply place your suggestions or complaints in the suggestion
box at our service locations

Charter Review

We are committed to revisiting and refining our Customer Service Charter to maintain quality and
relevance





