PUTTING SERVICE FIRST
If you ‘phone us we will

· Answer your call promptly or

· Provide voicemail if the person you need is unavailable

· Answer your ‘phone message within one working day (24 hours)

If you write to use we will

· Reply to your letter or email within 5 working days

If we cannot deal in full with your enquiry we will give you the name of the office dealing with it and a date when they will get back to you

If we write to you we will

· Write in Plain English

· Arrange for translation, large type, Braille or audio tapes upon request

If we visit you we will

· Carry identification that you can check with a ‘phone call to our customer service team on 01284 767224

· Arrive at the time we say we will, or give you as much notice as possible if we have to change the time

· Offer appointments out of normal working hours if necessary

· Treat your home with respect

When you report a repair we will

· Provide you with an acknowledgement letter which will give you details of the work required and a clear target time in which the repair will be  carried out

· Ensure the work is done on time, to a high standard and to your satisfaction

· Inspect certain jobs to ensure we are getting value for money and to check the quality of the repair

When you report anti-social behaviour we will

· Acknowledge every report of anti-social behaviour within the agreed times

· Investigate every report of anti-social behaviour and keep the complainant informed of progress / action taken during the course of the investigation

· Advise and support victims

· Ensure a rapid response to graffiti, vandalism and abandoned cars within the agreed timescales

At all times we will 

· Treat you with respect; be polite, patient and honest.

· Treat all tenants and applicants equally and will not discriminate on any grounds.

If we get it wrong we will

· Apologise if we have made a mistake or failed to meet our standards

· Acknowledge your written complaint within three working days

· Reply in full to your complaint within ten working days

· We will try to put things right

· We will give you a full explanation
