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Please Note:

On request, the Association will provide translations of all our documents, policies and procedures in various languages and other formats such as computer disc, tape, large print, Braille etc. This can be arranged by contacting the Association’s offices.

1.        Introduction 
1.1
The Board of Management and staff of Clyde Valley Housing Association are proud of the positive impact that has been made across all of its area of operations. This is most evident in the physical investment to the properties, with tenants now living in good quality new or improved housing that much better meets their requirements and which, in many cases, improves their quality of life.  Less obvious, but just as important in many ways, is the high standard of service we strive to provide to customers at all times – put simply, poor standards will not be tolerated by the Board of Management.

1.2
This policy therefore formalises our commitment to continue to provide the high standards of customer care, which have long been a part of the Association’s overall approach. As well as formalising this commitment, the policy also outlines our Service Standards against which we can measure our performance in relation to direct customer care and help us to continuously improve.

1.3. The policy aims to be consistent with the principles outlined in the following sections of Performance Standards for Registered Social Landlords, GS1.3: (Commitment to Continuous Improvement) and GS3.1: (Responsiveness to Service Users).


2.
Scope Of Policy – Who Are Our Customers?

2.1
The Association uses a very broad definition of customer.  This includes everyone with whom we deal, and includes:

· our tenants and sharing owners.

· our staff.

· owners.

· applicants for housing.

· members of the public, or their representatives, seeking information and advice

· suppliers and contractors.

· other agencies, such as the council, CAB or solicitors.

2.2
The policy covers a broad range of subjects, for example:

· general enquiries about the services we provide.

· the behaviour of staff, Board members and contractors/agents acting on our behalf.

· the adequacy of our office facilities.

· how customers (or their representatives) feel we treat them during personal visits to the office.

· how customers (or their representatives) feel we treat them when making telephone enquiries to the office.

· how customers (or their representatives) feel we treat them when making written enquiries to the office.

· how customers (or their representatives) feel we treat them when visiting them in their own home.

3.
Corporate Fit

3.1
The degree of compatibility of the Association’s Customer Care and Services Standards Policy with other corporate policies, plans and strategies is as follows:-

· Equalities Policy – in line with the ethos of equality of opportunity for all, the policy ensures all groups will receive the same high standard of customer care, irrespective of race, gender, disability, sexual orientation or religion or belief. 

· Tenant Participation Strategy - The policy is closely linked to Tenant Participation and ensures all customer feedback will be treated with respect and as far as possible acted upon.  Our Service Standards have been developed in liaison with our customers and the Tenant Participation Advisory Service.

· Complaints, Compliments and Comments Policy – It is essential that customers are aware of the route to take if they are dissatisfied with any aspect of our customer service and this policy carefully explains the procedure.

· Openness & Confidentiality and Access to Information Policy – we are committed to publishing our targets and performance.

· Risk Strategy – this policy seeks to identify and improve on key areas of customer care enhancing customer loyalty and contributing to long-term viability.


4.
Expected Outcomes


Through implementation of this policy, the Association hopes to benefit as follows:-

· Staff will demonstrate strong awareness of external and internal customers, and openly display a positive image, with a desire to provide service excellence,

· Areas for improvement will be identified and addressed,

· The Association will maintain strong relationships with internal and external customers and provide an appropriate level of service to meet requirements, developing partnerships and enhancing long-term relationships,

· That an active display of the above characteristics as a core aspect of the organisations culture, will in turn support business growth and success.


5.
Informing and Involving Stakeholders

5.1
The Policy is approved by the Board of Management and all employees are informed at team meetings of the policy’s contents and where it can be accessed internally.  Board Members are issued with the revised policy. All staff members will receive customer care training. 

5.2
The Policy Name and Number is included in a full list of policies that is published on our web site and in our newsletters for all stakeholders.  Stakeholders are advised that a copy of the policy can be made available on request (in different languages and formats) and that comments are welcome.

6.
General Principles of Customer Care

6.1
In implementing this Policy, Clyde Valley Housing Association observes the following general principles in relation to customer care:-
· to put our customers first by respecting their rights, needs and views.

· to treat our customers with dignity and respect.

· to find out what our customers want and respond to their wishes.

· to set standards in relation to customer care and monitor progress against these standards.

· to provide relevant, accurate and accessible information.

· to be open, honest and truthful at all times.

· to ensure equality in the relationship between the Association and its customers at all times.

6.2
The Association is also committed to act promptly to rectify matters when made aware of any failure to adhere to this policy and to advise the customer(s) concerned of the outcomes in this regard.

7.
Service Standards

7.1
Clyde Valley aims to provide customers with a high quality service at all times.  We set ourselves high standards and welcome feedback.  Our Charter and Service Standards, at Appendix One  outlines what customers can expect when they receive a service from Clyde Valley Housing Association, no matter whether they work for us or we work for them.

7.2
A full copy of our Customer Service Standards handbook will be provided to all new customers, either as part of induction or sign up. Copies will be available in our receptions areas and published on our website.

7.2
Our aims are that:

· The service we offer is simple, user friendly and available to everyone.

· Customer care is equally important to everyone working in the organisation.

· Our standards are evident and consistent throughout the organisation by every means of contact, phone, writing, e-mail, in person.

· We continually ask for feedback from our customers about all aspects of their dealings with our contractors and us. This feedback is used to continually improve our service.

8.
Measuring our Service Standards
8.1
In order to assess our customer care performance and identify areas where we can improve, we have to be able to measure what is being achieved.  We detail in our Service Standards however we will measure specific targets.

8.2
There are two main reasons for measuring standards of customer care:

· To let all customers know how we are performing.

· To identify areas where we may be falling short and take action to remedy these.

8.3
The Association gives all of its customers an absolute undertaking that it will accurately assess all of the information gathered and include true details on performance in a newsletter/annual report on an annual basis, and will also advise where any resultant changes or improvements will be made and are linked to customer views.    

9.   
Review Of Policy And Procedure

9.1
The Association’s Customer Care and Service Standards Policy will be reviewed every 3 years by the Board of Management, or sooner if legislative, regulatory or best practice changes require this.

Appendix 1
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Customer Charter

If you phone our office we will:

	Standard
	How It Will Be Measured



	Always answer your call promptly, politely and efficiently.


	Monthly mystery shopping.

	Tell you who you are speaking to.


	

	Provide the opportunity for you to speak to someone or leave a voice mail message.
	

	Get back to you by the next working day if you leave a message.
	

	Respect and treat your personal details confidentially.


	

	Provide an answer phone service when the office is closed.


	


If you write or e-mail us we will:

	Standard
	How It Will Be Measured



	Acknowledge your letter/e-mail within 1 working day.


	Quarterly reporting from customer contact system.

	Reply to your letter within the targets set out in our service standards.


	

	Answer your letter in an open friendly style using easily understood language.


	


If you visit our office we will:

	Standard
	How It Will Be Measured



	Ensure a member of staff is available to see you on arrival.


	Monthly mystery shopping.

	Provide private interview rooms, if required.


	/

	Provide a clean, tidy, seated reception area with relevant and up-to-date information.
	Monthly mystery shopping.

	Not keep you waiting longer than 10 minutes if you have an appointment.
	Complaints monitoring.

	If the person you wish to see is not available, we will schedule an appointment for you, or arrange for another member of staff to meet with you.
	Complaints monitoring.

	Wear our name badges. 


	Monthly mystery shopping.


If we visit your home we will:

	Standard
	How It Will Be Measured



	Show you our identification immediately.


	Monthly mystery shopping.

	Respect your home and your privacy.


	Complaints monitoring.

	Contact you if we have to reschedule your appointment.


	Complaints monitoring.


If we get it wrong we will:
	Standard
	How It Will Be Measured



	Apologise.


	Complaints monitoring.

	Aim to put it right as soon as possible.


	Complaints monitoring.

	Keep you informed at all times.


	Complaints monitoring.

	Learn from our mistakes so they don’t happen again.


	Quarterly reporting from customer contact system.


Overall we will:

	Standard
	How It Will Be Measured



	Deliver our services in a friendly, welcoming manner, using professional staff.
	Monthly mystery shopping.

	Treat you with courtesy and respect.


	Monthly mystery shopping.

	Treat all customers fairly, equally and without discrimination.


	Monthly mystery shopping.

	Aim to resolve your enquiry at first point of contact.


	Monthly mystery shopping.

	Learn from you and your feedback.


	Quarterly reporting from customer contact system.

	Provide you with an efficient Complaints, Comments and Compliments service.
	Quarterly reporting from customer contact system.

	Develop and continually review our Service Standards outlining our timescales and commitment to you.
	Policy review schedule.

	Monitor this Charter and our Service Standards through regular Mystery Shopping and Customer Feedback Surveys.
	/


From our customers we need:

	Standard
	How It Will Be Measured



	To be treated with the same courtesy and respect.


	Complaints monitoring.

	Feedback, both constructive and positive.


	Quarterly reporting from customer contact system.


Our Complaints Service Standard

Clyde Valley’s complaints process is split into 3 distinct stages.

Stage 1 – Initial Complaint

You can make an initial complaint by contacting a member of staff in person, in writing, over the phone or by e-mail.

The member of staff normally responsible for delivering the service will deal with complaints in the first instance. All complaints will be acknowledged the same working day, which will also detail the person who is dealing with your complaint. You will receive a full response to your complaint within a maximum of 10 working days. 

We aim to resolve all complaints by this stage however if you are not happy with the outcome or how the complaint was dealt with you can contact us to commence a formal complaint at Stage 2 below.

Stage 2 – Formal Complaint

Is you are dissatisfied with the outcome of Stage 1, then you can submit a formal complaint to Clyde Valley.  You can make a formal complaint by contacting a member of staff in person, in writing, over the phone or by e-mail.

The Board, Chief Executive or appropriate senior member of staff will be responsible for ensuring that all formal complaints are properly investigated and responded to.

All complaints will be acknowledged the same working day, which will also detail the person who is dealing with your complaint. You will receive a full response to your complaint within a maximum of 10 working days. 

In some cases there may be a need to extend this timetable for more detailed investigations and should this be the case you will be kept fully informed.

Stage 3 – Ombudsman

If you are still dissatisfied following Stages 1 and 2 then you may contact the Ombudsman. This body is both independent and impartial. Their contact details are:

Scottish Public Services Ombudsman 

4 Melville Place

Edinburgh

Phone: 0800 377 7330

Fax:     0800 377 7331

Text:   0790 049 4372

E-mail: ask@spso.org.uk

Web: 
www.spsp.org.uk
Our Repairs Service Standard

We have set standards for the maximum time you should have to wait for a repair. In addition each year Clyde Valley will also carry out a Gas Safety Inspection to your property.

Emergency Repairs
Emergency repairs are those needed to make safe or repair any defect that may cause, or deteriorate quickly into, a serious health & safety risk or cause significant damage to the property.

Target response time: attendance within 4 hours 

	The types of repairs that should be reported as emergencies include:

	Burst pipes

Faulty cooker control unit

Blocked flue to open fire or boiler

Loss or partial loss of gas supply

Unsafe power or lighting socket or electrical fitting

Choked toilet or not flushing (1 toilet in house)

No lighting or power, heating or water.

Unsecured external door

Broken windows 

Blocked or leaking foul drains or soil stacks

Any health and safety related issue


Urgent Repairs
Urgent repairs are those which are required to repair any defect that significantly detract from the tenant’s use of the property and which would cause rapid deterioration if not attended to.

Target response time: 3 working days. 

	The types of repairs that should be reported as urgent include:

	Repairs to mechanical extractor fan

Blocked sink, bath or basin

No hot water

Loose or detached banister or handrail

Partial loss of electrical or water supply

Choked toilet or not flushing (2 toilets in house)

Leaks from water or heating pipes, tanks or cisterns

Unsafe timber flooring or stair treads

Door Entry repairs


Routine Repairs
Routine repairs are any repairs identified as a response repair and which cannot be delayed until a future planned/cyclical maintenance performance.

Target response time: 10 working days. 

The types of repairs that should be reported as routine includes all repairs not included in the Emergency and Urgent categories.

For new homes that are under a year old, the following standards will apply:

Our Housing Application and Allocations Standards

If you apply for a house with Clyde Valley, we will:

· Acknowledge receipt of at least 95% of new applications within 1 working day.

· Notify in writing at least 95% of new applicants accepted on to the housing list within 10 working days of receipt of the completed application.

· Process at least 95% of application amendments within 5 working days of receipt of the amendment.

· Process and forward to the independent medical advisor at least 95% of medical priority applications within 3 working days of the application being received.

· At least 95% of medical priority applications assessed and decision returned by independent medical advisor within 20 working days of the date of referral to the medical advisor.

· Notify at least 95% of medical priority applicants of the results of medical priority decisions within 3 working days of the decision being received from the medical advisor.

We will measure these standards through quarterly performance monitoring.

Our Equalities Standards

Clyde Valley Housing Association is committed to eliminating discrimination and building equality considerations into all our functions.

Clyde Valley Housing Association aims to ensure that its policies, procedures and practices do not result in any individual or group receiving less favourable treatment. 

We have a detailed Equalities Policy and put our commitment to equality and diversity into practice in a number of ways. 

If you apply to live in one of our properties or you are already one of our residents or your apply for our services, we will:

· Ensure that everybody feels they are playing an important part in the organisation's business.

· Ensure that our offices are accessible to all.

· Provide the information you need, in ways that you find easy to understand.

· Take into account any particular needs you have when we let you one of our properties and when you have become one of our customers.

· Take prompt and effective action if you face harassment where you live.

· Only work with Contractors and other agencies that share our commitment to be fair to all.

If you apply to work with us or are already a member of staff, we will:

· Endeavour to ensure that no employee or job applicant is discriminated against, either directly or indirectly, on the grounds of gender, race, nationality, ethnic origin, marital status, age, disability, religion, belief or sexual orientation.  This commitment applies to all the aspects of employment, including examples outlined below:- 

· Recruitment and selection, including advertisements, job descriptions, interview and selection procedures.

· Training.

· Promotion and career development opportunities.

· Terms and conditions of employment, and access to employment-related benefits and facilities including equal pay.

· Grievance handling and the application of disciplinary procedures.

· Selection for redundancy.

· Shortlist for all vacancies against the agreed criteria in prepared person specifications.  Only in accordance with the relevant legislation will any post be exempted for people of a specific sex or ethnic origin.

· Make every endeavour to ensure working arrangements should be as flexible as practicable to take account of people’s responsibilities for dependants and/or their personal circumstances.  

· Provide training and other opportunities to help you develop your skills.

· Make sure you have the necessary equipment to do your job effectively.

· Take prompt and effective action if you face harassment at work.

· Clyde Valley will actively seek information about issues, needs & trends within the community by:

· Identifying gaps in knowledge about services & communities of interest.
· Using a variety of methods to consult and inform tenants depending on the specifics of the issue(s) at hand.

· Ensuring consistency of provision and approach across the Association’s operations.

· Clyde Valley will work in partnership with appropriate charities and other organisations to meet requests for special needs housing.

· Clyde Valley will establish and annual Equality Action Plan.

Our Minimum Lettable Standards

At Clyde Valley we aim to make moving into your home as simple as possible.  When you move into your home it will be safe and secure and some works will have been carried out.  Detailed below is the standard you should expect when you move in.  

Cleanliness

· Any rubbish, furniture, light shades, etc left behind by the previous tenant will be removed.  Loft areas will also be cleared.  

· The property will be cleared and washed down with disinfectant.

Decoration and Plasterwork

· Obvious defects with plasterwork will be repaired.

· Wallpaper that has been graffitied, is badly damaged or highly soiled will be removed. Walls and ceiling that have been graffitied, are badly damaged or highly soiled, will be emulsioned. 

Safe and Secure

Electrical

· An electrical safety check will be carried out in relation to the 17th Edition Regulations.

· A hard-wired smoke detector will be fitted where there is none and this is appropriate.

· Energy efficient light bulbs will be supplied and fitted to every light pendant as appropriate.

Gas/Solid Fuel

· A gas safety check will be carried out, so that all gas heating will be safe, functioning and meet the relevant standard.

Carbon Monoxide

· A carbon monoxide (CO) detector will be fitted where there is none and where this is appropriate.

Chimneys

· A smoke test will be carried out to all chimneys and the chimney swept if necessary.

Asbestos

· Asbestos checks will be carried out and remedial action taken as appropriate.

· Details will be recorded on the asbestos register and a disclaimer signed by the incoming tenant if appropriate.

Footpaths and Steps

· All footpaths and steps will be safe and level.

· All doorsteps will be safe and secure.

Kitchens

· A fully functional kitchen will be provided with an appropriate number of units and worktops for the property type and size.

· All kitchens will include a cooker connection point.

· All kitchens will have adequate ventilation.

· All kitchens will include a washing machine connection point.

· Plugs and chains will be replaced if required.

Joinery – Doors, Facings, Skirting Boards, Handrails, Etc.

· All internal pass doors will be functioning and undamaged.

· All damaged pass doors will be replaced by solid core. 

· All external entrance doors will be secure, functioning and undamaged.

· All door-facings and skirting boards will be serviceable.

· A secure handrail will be fitted where there is an internal flight of stairs with more than three steps.

Windows

· All windows will be checked and repaired if necessary to ensure that they are secure, functioning properly, serviceable and have window catches.

Plumbing

· All plumbing will be functioning.

· All disused pipes will be removed and any resulting damage to walls/floors repaired.

Sanitary Ware & Bathing Facilities

· All sanitary ware will be fully functioning.

· All sanitary ware will be free from holes or cracks that may cause water leakage or injury.

· Plugs and chains will be replaced if required. 

· Toilet seats will be replaced. 

Rainwater Goods

· Rainwater goods will be free of obvious blockages or growth such as weeds, grass, etc.

Rot, Dampness, Condensation, Etc.

· All reasonable steps will be taken to identify and remedy dry rot, wet rot, rising or penetrating damp, condensation, etc.

Locks & Keys

· All cylinder barrels will be changed. 

· At least two sets of keys will be provided for each external entrance door (including common entrances).

· At least one key will be provided for cellars, meter cupboards, etc.

Gardens, Drying Areas, Etc.

· Any debris and rubbish in garden areas will be removed.  Outgoing tenants will be recharged for this work where appropriate.

· Drying facilities will be provided (e.g. clothes poles or rotary driers) and will be functioning.

· Grassed areas and hedges will receive a first cut if necessary. 

· Fencing will be inspected and repaired or replaced as appropriate. 

· Any huts, garages, outhouses removed and the ground levelled.  Outgoing tenants will be recharged for this work where appropriate. 

· Every property will have a bin for refuse collection.

Our Estate and Tenancy Management Standards

Local Environment

We will:

· manage our estates to a high standard to ensure that residents can be proud of their local environment.  

· take firm action against tenants whose behaviour damages the physical environment of our houses and the immediate surroundings.

· work closely with all agencies that contribute towards a pleasant and comfortable environment, such as the Police and Environmental Health.  

· regularly inspect gardens, stairs and common areas and take appropriate action against tenants who are not keeping these areas to an acceptable standard.

· seek to carry out annual visits to every tenant.  

· liaise with the agencies responsible e.g. Police, various services of the Local Authority, etc. of issues arising within an estate that are outwith the direct control of Clyde Valley.

· also carry out regular estate inspections, involving both planned inspections (every three months) and responsive inspections (as required).  Inspections will include the following:

· house visits (including settling in visits) – reminding tenants of obligations and being alert for signs of deterioration;

· gardens;

· common closes, back courts and bin stores;

· landscape maintenance

· common areas;

· vandalism (identifying, reporting, ordering remedial work, liaising with Police);

· general estate environment;

· alterations (runways, TV aerials, etc comply with the Association’s conditions); and

· safety issues (possible hazards e.g. fencing, broken steps, paths etc).

Anti–Social Behaviour and Harassment

Tenants are entitled to live in their home free from fear and disruption from others.  We will:

· respond promptly to all complaints about breaches of tenancy conditions involving disruptive behaviour and harassment.  

· take a firm approach as required.

· deal with all complaints of anti–social behaviour or harassment fairly and effectively and will regularly update the complainant of all action being taken.

· work closely with all agencies that can provide advice, assistance and support in dealing with anti–social behaviour or harassment.

· take prompt action against tenants who breach their tenancy agreement.  This action will initially be a warning letter or an interview with the tenant to discuss the issues.  In the event of the tenant continuing to breach the agreement, the action will become more serious and may lead to legal action such as an ASBO or a Notice of Proceedings that could ultimately lead to eviction.  Our Estate Management procedures contain full details of how we deal with breaches of the tenancy agreement in terms of Estate Management.

New Tenants

We will:

· work closely with all new tenants to ensure that they are fully aware of their responsibilities under their tenancy agreement and how they should comply with them.

· provide our new tenants with advice and assistance when they sign up for their new home.  This will include advice on all statutory rights that they have, such as the Right to Repair, the Right to Compensation for Improvements and the Right to Buy.  As appropriate, we will also include advice on how to apply for a joint tenancy, assignation of a tenancy, succession to a tenancy etc. as well as an explanation of the rules that we will use to make such decisions.  We will also give advice on how and when tenants should seek permissions, for example to renew doors, lay laminate flooring, erect a garden shed, take in a lodger, etc.

· carry out new tenancy visits to all new tenants within 6 – 8 weeks of the start date of their tenancy.  During the visit we will ensure that the tenant is fully aware of their responsibilities under their tenancy agreement, including how much rent they should pay and how to get financial assistance with rent if appropriate.

Our Contractors Service Standards

Clyde Valley is committed to providing our customers with an efficient and high quality service by working in partnership with our contractors.  It is important that you know the standards of conduct expected of all our contractors.

This also applies to any of our staff who visit you in your property.

You can expect all people working for or on behalf of Clyde Valley to:

· Treat you courteously.

· Keep appointments. If they are unable to keep an appointment, they will contact you to arrange a new appointment.

· Wear identification badges.

· Carry out all work in a safe manner. Materials will be stored safely, scaffolding will be secured and any external ladders will be removed or planked overnight or when not in use.

· Contractors will adhere to Health & Safety Regulations and will ensure that Personal Protective Equipment is used where necessary. They must tell you of any hazards and advise you how to keep safe whilst they carry out the work.

· Clear away all debris, dust and rubbish from the works every day.

· Treat your possessions with respect. They will use suitable protection, such as dustsheets, where appropriate to protect items vulnerable to dirt, dust or other damage.

· Ensure that your home is secure at all times and if doors and windows have to be left open, they must tell you.

Individuals working for or on behalf of Clyde Valley will not:

· Smoke inside your home.

· Use your telephone without permission.

· Drink alcohol during working hours.

· Use foul language, lewd behaviour, racist or sexist remarks.

· Enter a home where only a child is present. If no other adult is present, they will not enter the premises, but seek a further appointment.

· Use, move or remove any of your possessions, without permission.
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