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Policy Statement

At Ashton Pioneer Homes we believe that the needs, rights and views of their customers are crucial to our existence as an organisation. 

We recognise that it is the front line staff that carry the greatest responsibility for establishing good customer relationships; all staff will support each other so the customer feels valued. 

Exceptional Customer Care will develop as APH changes in response to legislative and regulatory frameworks and market pressures. This policy is adapted as best practice at the time of its production. All standards will be regularly reviewed in the light of customer satisfaction.   

Customer Care Code

Each member of staff at Ashton Pioneer Homes will adopt the following code to ensure that we achieve the highest possible standards of service. 

· We will put customers first and provide them with the maximum level of service that we can deliver.

· We will treat all customers fairly and with respect and will deal with customers promptly. 

· We will always introduce ourselves to customers and inform them of services they are entitled to and who is responsible for providing them. 

· We will try to give customers other options to consider where we cannot help.

· We will take feedback and complaints made about our services seriously and inform customers about our Customer Compliments, Comments and Complaints Policy.
· We will provide information for customers using plain English and translate material into minority languages where appropriate.

· We will make use of visual and audio aids to convey information to people with hearing and reading difficulties or their carers on request.

· We will provide accessible, clean and comfortable reception facilities at our office.

OUR SERVICE STANDARDS

There are many aspects to our service and we have set standards in all these areas so our customers can be aware of what they can expect from us when they come into the office, contact us or request or receive information from us. 

· Telephone Calls

Customers can expect their calls to be answered within 5 rings.  The person that answers the telephone will always state their name. The person that answers the telephone will have sufficient knowledge to respond to general queries or to make an appropriate referral.

If the call cannot be dealt with by the person that answers the telephone, the customer will be told who they are being referred to and we will inform the other member of staff of the customers name and any other relevant information about the call. 

We will provide an out-of-hours telephone service to deal with emergency repairs. 

Appointments

Customers can expect that all pre-arranged appointments will be kept and that they will not be kept waiting for more than 10 minutes after the agreed time. 

If a home visit has been arranged and the member of staff is going to be more than 15 minutes late we will apologise and inform the customer if a telephone number is available.  

Accessible Services

· We provide an office that is locally based, and consult customers' views on office opening hours.

· Our office will have a customer reception and interviewing rooms that are accessible to prams, pushchairs, wheelchairs and people with mobility difficulties. Home visits are available for those who cannot visit the offices personally, because of mobility or other difficulties.

· Reception areas will be clean, well lit, comfortably furnished and provide a range of useful information.  Relevant information will be available in Bangla, Urdu and Gujarati and in a format suitable for those with visual or auditory difficulties.  Written information will be clear and concise and inviting to read.

· We will provide access to interpretation services as appropriate.

Visitors to the office

· A customer can expect to be greeted in a welcoming and courteous manner on their arrival.  Appointments will be seen within 10 minutes of the appointed time. 

Home Visits

· Appointments for home visits will be made for mutually agreed times wherever possible. We will tell you in advance if we are going to be late or we need to cancel and rearrange the appointment. We will endeavour to arrive at the pre-arranged time and not be more than 10 minutes late without telling you. We will endeavour to bring any relevant paperwork.

Telephone Callers

· Customers can expect their calls to be answered within 5 rings. You can expect an immediate response to general enquiries with clear, concise and detailed information given.

· If the person answering the call cannot help you, they will transfer you to an appropriate colleague telling you who they are transferring you to and why.

· We provide an out-of-hours telephone service to deal with emergencies; including repairs and an answering machine will be available in the office to take messages out of hours.

In writing

· All letters will be dated and printed on APH
letter headed paper, will be from named individuals and should be clearly understandable. All relevant enclosures and pre-paid envelopes will be provided where applicable.
· All incoming correspondence will be date stamped when it is received. A reply to correspondence will be sent within 5 working days.  If correspondence requires information an acknowledgement or interim reply will be issued within 5 working days with a full response within a further 10 working days.  Written confirmation of verbal advice or instructions can be provided on request.

· Requests for forms or literature will be despatched within 1 working day.

E-mails & Texts

· All e-mail enquiries will be responded to within two working days. Staff should include their name, job title, Company address and telephone number on the e-mail.
· If the e-mail cannot be dealt with in this time-scale, a holding response should be sent within 2 working days and a full response within 10 working days. 
Applications for housing

· All applications will be date stamped upon receipt and acknowledged within two working days of receipt. If your application is refused we will inform you of the reason for the rejection and you will have the right of appeal under our customer complaints policy. 
Complaints

· We have a published policy and procedure for investigating and responding to complaints.  We will acknowledge receipt within 1 working day and a full response can be expected within 5 working days for a stage 1 complaint.  Full details on this procedure can be found in our Compliments, Comments and Complaints Policy.  
· On request, customers should be made aware of the policy and given an explanatory leaflet. This leaflet includes information on legal rights. 
Identification

· All staff will wear clear identification badges that will state their name and job title. 
· All staff carrying out home visits will display their identification before entering the property.
Confidentiality

· We have a policy governing confidentiality of information. This covers all customers, whether tenants, applicants, relatives etc. Wherever possible, interviews will be held in private. 
· We are registered under the Data Protection Act and customers have access to their records in accordance with their legal rights. 
Dress Code

· All staff will be dressed appropriately for a public service based organisation. 

Newsletters

· We will send all our tenants a newsletter 4 times a year. This will include articles on any information and performance that we feel it is important for customers to know about our services. 

Collecting Customer Views

· To ensure that we provide services that are relevant and responsive for our customers we will regularly seek their views about the level and quality of service in the following areas:
· Repairs and maintenance service

· Quality of service from staff when visiting/contacting the office. 
· Use of the complaints procedure. 
· Newsletters/Annual Report
· We will carry out a bi-annual sample tenant satisfaction survey and collect views on what tenants think of how we provide our services.
· The results of customer satisfaction surveys and performance information will be displayed in reception and published in the Annual Report and Tenant’s newsletter. This information will also be reported to the Board of Management. 
What we will do when we can’t help
· If we cannot provide the particular service which customers require we will still endeavour to provide advice and assistance on any matter and to signpost people to relevant service provider. 
· We will keep an up to date list of other local Housing Associations and provide this to customers when we are not able to help.
· We will provide information regarding the location of important local agencies including the Job Centre, Department of Work and Pensions, Citizens Advice Bureau, Information Shop for young people and Welfare Rights.
· We will also offer assistance in helping people access local authority services such as housing benefits, council tax and environmental health.
Estate Services

· We provide 24hour estate services.
· Estate services include cleaning, litter picking, security and some minor repairs. 
· General cleaning is undertaken in each tower and maisonette block daily and each block is cleaned thoroughly twice a week.
· Estate Service staff will be recognisable as they will wear their standard uniform and ID badges at all times.
· Outside of office hours, including weekends the Housing Services Assistants will respond to incidents of neighbour nuisance.  
Information about us

· A newsletter will be sent out at least four times a year. It will also include articles from the Resident Reporters. 

· We provide a Welcome Pack which will include a Tenants Handbook and any other information for tenants signing a tenancy for a property.

· Summaries of key leaflets and information on some policies will be available in Bangla, Urdu and Gujarati and on audio tape. 

· We will publish an Annual Report on our performance and this will be available to our customers on request.

“One stop” services
· All staff will be given sufficient training to enable them to deal with routine enquiries at the point of contact with a customer.  They will be familiar with the range of other agencies and support services that may be able to meet the customers’ needs. 

Realistic Services

· We will deal with all customer enquiries within the within the limits of the resources available to us.  In dealing with customers, staff will ensure that they deliver services that provide best possible value for money.

· We will do this by giving accurate information, listening carefully and evaluating what is needed, eliminating the need for follow-up, preventing inappropriate referral onward and recognising when we cannot help and the limits of what is possible.

Equal Services
· We are committed to equal opportunities in service delivery and the employment of staff to deliver those services.  All customers will be treated fairly and with respect whilst taking into account the specific needs of different customers.

· In the process of establishing customer satisfaction in the form of questionnaires, customers will be encouraged to indicate ethnic origin, gender and whether disabled.  Customers making complaints will be similarly monitored, subject to their agreement.

· A copy of our Equal Opportunities Policy is available at the office.

