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MMiissssiioonn  SSttaatteemmeenntt
The Forest Service exists to maintain� protect

and expand forests in a sustainable way and
thereby increase the natural resources of
Northern Ireland� We produce timber for
industrial use� we encourage the use of forests
by people� and we improve the environmental
quality of life� 

The values we hold as an organisation are
important in ensuring that at all times we aim
for the highest standards of professionalism�
both in our operational work and our service
to customers�

SSaalleess  PPrroocceedduurreess
One of the strategic aims of the Forest Service is
to secure the best value for publicly owned
timber� in tandem with encouraging the
development of a healthy and competitive
harvesting and wood processing industry�

We use a variety of sales methods to achieve this: 

• Term Contracts � Sales of agreed quantities
of timber over a fixed time period� taking into
account the specific needs of individual
customers�

• Tender Sale � Sales of varying size and type
offered through a formal tender system�

• Negotiated Sales � Sales of timber likely to
be of interest to specialised or localised
markets�  It also comprises limited sales to
existing Customers who make a strong case
for purchasing Northern Ireland timber to
retain current markets or maintain
employment�

We will make copies of our sales procedures
available to Customers on request� No significant
changes will be made to these procedures without
consulting our Customers through the UK Forest
Products Association (UKFPA)�



PPrroodduuccttiioonn  FFoorreeccaassttiinngg
We realise that long�term strategies are required

by everyone involved in the forest and timber
industries� To enable our Customers to plan for
the future we will publish: �

• Annually� in our Corporate and Business
Plan� the volume of timber we expect to sell
during each of the next five years�

• At � yearly intervals� a �� year forecast of
the anticipated timber production capability
of Forest Service woodlands� This volume will
be broken down by top diameter class�

SSaalleess  IInnffoorrmmaattiioonn
To inform and update our Customers on a regular
basis we will publish: �

• Annually� a key target stating the minimum
volume to be offered for sale�

• A timetable of formal tender sales�

• Annually� a table showing the average
prices obtained for roadside and standing
timber by the Forest Service over the
previous �� months compared with the year
before�

CCoonnssuullttaattiioonn

The Forest Service strives to improve the quality
of Customer care by regular consultation with
stakeholders and welcome suggestions to enhance
our service� To improve communications and co�
operation we undertake to: �

• Formally meet representatives of the
UKFPA on an annual basis� or more
frequently if required�

• Meet individual Customers on request�

• Actively participate with the timber
industry to secure efficiency gains
throughout the wood products supply chain�



CCoonnttrraaccttuuaall  AArrrraannggeemmeennttss

We endeavour to deal with all our Customers in a
professional and business�like manner� Conscious
of this commitment we undertake to: �

• Provide individual Contracts for Customers
to cover all sales of timber�

• Use Standard Conditions of Sale relevant to
all Contracts and apply these equally and
impartially to all Customers�

• Inform Customers of any exceptional
clauses outside of our Standard Conditions�

• Designate a Harvesting Manager for each
sale lot of timber who will be the first line of
contact between our Customer and the
Forest Service�

• Provide details� on request� of the
procedures governing the granting of credit
facilities to cover timber sales�

• Consult with UKFPA before making
significant changes to procedures�

SSttaaffff  AAwwaarreenneessss

We recognise the important role of Forest Service
staff in providing high quality standards of
service� We shall ensure that all staff involved
with the sale or harvesting of timber have: � 

• An awareness and are regularly updated as
to the general state of the timber market�

•  Knowledge regarding the particular
requirements of individual Customers�

•  Received appropriate training for the work
they are involved in�

• An understanding of and respect for
Commercial Confidences�



CCeerrttiiffiiccaattiioonn

Woods managed by the Forest Service have been
certified under the UK Woodland Assurance
Standard� This gives independent verification that
our forests are well managed and permits use of
the Forest Stewardship Council (FSC) label for
wood products manufactured from our timber�
with appropriate chain of custody certification�

• Sustainable management will be a strategic
goal underpinning all of our business
planning processes�

• With the co�operation of our Customers�
we will strive to maintain the high standards
of management essential to retain this
certification�

CCoommppllaaiinnttss  PPrroocceedduurree

We are committed to looking at all complaints in
a positive way and to dealing with them as quickly
as possible� The following procedure should be
used to register complaints: �

• Please speak first to the Manager directly
associated with your concern� By doing this it
may be possible to deal with the problem
quickly and informally�  

• If you are not satisfied� please contact our
Customer Services Manager (at Forest
Service� Dundonald House� Upper
Newtownards Road� Belfast� BT� 	SB;
Telephone ��
�� ����
�) who will arrange
for your complaint to be formally
investigated� You will receive a reply within
�� working days�

• If you are not satisfied with our reply� you
can write to the Chief Executive at
Dundonald House� The Chief Executive will
investigate your complaint and will write to
you within �� working days�

• If you are still not satisfied� your local MP or
MLA can refer the matter to the Assembly
Ombudsman for Northern Ireland who will
investigate your case and decide whether we
have acted correctly� The Ombudsman will
normally have expected you to have used our
complaints procedure before you contact
him�



FFuurrtthheerr  IInnffoorrmmaattiioonn

We expect to review this Charter every three
years and revise it as necessary� If you would like
to ask about any of the Standards referred to in
this Charter or make any comments� including
suggestions on new Charter Standards� please
contact the Marketing Officer at either the
address or telephone number below: � 

Marketing Officer� Forest Service� 
Dundonald House� 
Upper Newtownards Road�
Belfast� BT� 	SB�

Telephone Number – ��
 �� ��� ���

The Customer Charter is also available on the
Forest Service website at

wwwwww��ffoorreessttsseerrvviicceennii��ggoovv��uukk

SShhoouulldd  aacccceessssiibbllee  ffoorrmmaattss  ssuucchh  aass  llaarrggee
ttyyppee��  aauuddiioo  ccaasssseettttee  oorr  aa  llaanngguuaaggee  ootthheerr
tthhaann  EEnngglliisshh  bbee  rreeqquuiirreedd��  pplleeaassee  ccoonnttaacctt
tthhee  CCuussttoommeerr  SSeerrvviicceess  MMaannaaggeerr  aatt  FFoorreesstt
SSeerrvviiccee  HHeeaaddqquuaarrtteerrss  aanndd  aapppprroopprriiaattee
aarrrraannggeemmeennttss  wwiillll  bbee  mmaaddee  aass  ssoooonn  aass
ppoossssiibbllee��

FS   4C   03/03   NSD

ISBN 1855275813


