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Service Standards

Oxbode as an organisation aims to provide a service we can be proud of and one that you will appreciate.

Our general Customer Service Standards are as follows:

Customer Services

In all of our dealings with customers we promise to:

· Treat you with respect and offer a courteous and helpful service

· Make sure our services are easily accessible and understandable

· Promote equality of treatment for all our customers

· Identify any special needs to ensure all our customers receive the same level of service

· Communicate with you in the way that is most appropriate to your needs

If you telephone us we will undertake to:

· We will endeavour to answer the phone within 10 seconds

· Introduce ourselves by name

· Be polite and courteous

· Put you through to the most suitable person to deal with your query

· If there is no one able to deal with your query immediately we will take a message and arrange for you to receive a call back within one working day

· If required offer you an appointment to see someone, and if necessary arrange for an interpreter to be present

· Check all voicemail systems daily and contact you within one working day

When you write or e-mail us we will:

· Respond fully within 10 working days or send an acknowledgement with a date for responding by if a full response needs more time to research

· Write clear and easily understood letters, which avoid the use of jargon

· Give you the name and telephone number of the person dealing with your enquiry

When you visit our offices we will:

· Provide offices as accessible to all as is possible within our current office location

· Arrange a home visit if access to our offices presents a problem

· Provide a clean, tidy and pleasant reception area for you to wait in

· Give you an opportunity to talk to us in a private room if you require

· Give you the option of talking to a female or male member of staff

· Greet you as soon as you arrive or within 3 minutes if our reception staff are dealing with another customer)

· See you within a maximum of 20 minutes if you do not have an appointment

· Wear identification badges

· Ensure that the offices are open between 9.00 am and 1.00 pm, 2.00 pm and 5.00 pm Monday to Friday (Unless staff training is arranged)

· Provide an evening appointment if necessary to residents who can show that they are unable to contact or visit the office during normal opening hours, only at the discretion of the line manager

When we visit your home we will:

· Always show you identification

· Call at a reasonable time of day unless we have arranged a specific appointment

· Make every effort to give you advance warning and tell you the reason if we are unable to keep an appointment

· Give you the opportunity to see another member of staff if you prefer to do so

If you make a complaint we will:

· Acknowledge your complaint within 5 working days

· Ensure you receive a copy of our complaints policy

· Fully investigate your complaint and inform you of the outcome in writing within 10 working days (we will inform you if due to the nature of the complaint we are unable to meet this timescale)

· Explain in detail the findings and conclusion

· Advise you on taking your complaint further if you are unhappy with the initial decision

· Admit when we have made a mistake and take action to put things right

· Monitor how well we have handled complaints

Maintenance

Day-to-Day Repairs

When you report a repair to us we aim to ensure our contractor will:

· Respond to all emergency repairs within 24 Hours*

· Respond to all urgent repairs within 3 working days*

· Respond to all early repairs within 10 working days*

· Respond to all other repairs within 20 working days*

· Leave your home clean and tidy after carrying out a repair

· Inspect a possible repair where necessary within 10 working days

· Fully investigate all cases where you are unhappy with a repair

· Provide a 24-hour emergency repair service 365 days a year

· Assist elderly, vulnerable and disabled tenants with simple DIY procedures, such as changing light bulbs and boiler timer setting. 

· Measure satisfaction of the standard of the work and the performance of our contractors

* Repair categories as defined in the tenant’s handbook

Major Repairs and Improvements

When we carry out major repairs or improvements to your home we will:

· Provide ample notice of major repairs and improvements, which affect your home and consult and involve you during every stage of the work

· Appoint a designated contact officer as a single point of contact during major works to your home

· Where possible provide a choice in styles and design when carrying out improvements

· Measure satisfaction of the standard or our work and the performance of our contractors

Aids and Adaptations

· We will advertise the opportunity to apply for Aids and Adaptations on a regular basis

When your Occupational Therapist request aids and adaptations to your home we will:

· Carry out all adaptations up to £500 in value, and recommended by an Occupational Therapist within 28 working days

· Carry out adaptations over £500 with Housing Corporation funding within 3 months provided statutory consents are not required

· Work in close partnership with the contractor carrying out the adaptation

· Appoint a designated contact officer as a single point of contact during the adaptation process

· Measure satisfaction of the standard of work and the performance of our contractors

Housing Management

When responding to reports of anti-social behaviour we will:

· Investigate all reports of anti-social behaviour within 5 working days

· Respond to harassment and domestic violence reports within 2 working days

· Support you in trying to resolve your problem yourself

· Offer clear advice and support when you report an incident

· Ask you to keep written records of events

· Work in partnership with other agencies to curtail anti-social behaviour

· Consider the use of other appropriate remedies as well as legal action to resolve cases

When providing estate management services we will:

· Order the removal of offensive/obscene graffiti within 24 hours

· Order the removal of all other graffiti within 10 working days

· Provide a dedicated Housing Officer to your area

· Carry out estate inspections of all areas at least once a month

· Consult with residents before estate improvement schemes are undertaken

· Visit all new tenants within 6 weeks of them moving in

· Ensure that both home and office visit appointments are made within 10 working days of request

When allocating and letting our homes we will:

· Repair and re-let homes on an average of 10 working days

· Give advice and information if you decide to leave one of our properties

· Ensure that our properties are safe and secure whilst empty

· Ensure all properties meet health and safety standards before they are let

· Ensue all work carried out to empty properties meets our voids standard

· Advise you of any non-essential repairs required at the property before you move in

· Provide advice for the payment of rent and claiming Housing Benefit

· Advise you on an estimated viewing date when you are offered the property

· Provide a tenants sign up pack and a copy of your tenancy agreement

· Offer a decoration allowance if the property is inadequately decorated

· Offer a cleaning allowance if the property requires cleaning

When providing sheltered housing services we will:

· Promote the independence and security of our residents

· Offer a home visiting service to our residents

· Provide support to enable our residents to remain independent

· Provide a 24-hour intercom response service

· Ensure intercom equipment and alarms are tested and maintained

· Encourage and facilitate social activities

· Provide access to computer facilities in the communal building

· Provide a communal building that is accessible to all 

Rents

When setting and accounting for rent we charge we will:

· Maintain rent levels within the governments target rent policies

· Provide information and advice to tenants at sign up regarding methods of payment and benefits

· Issue rent payment cards within 5 working days of the start of tenancy and replacement cards within 5 working days of the receipt of request

· Provide a rent payment card to enable tenants to pay rent in the Post Office

· Provide a telephone payment line so that rent may be paid by credit or debit card

· Offer the choice to pay rent by Direct Debit or Standing Order

· Offer the choice of payment dates and frequencies for Direct Debit and Standing Order payments in accordance and in line with the Direct Debit Guarantee scheme

· Set up or amend Direct Debits within 48 Hours of receipt

· Liaise with the Housing Benefit with regard to the administration of your claim

· Promote Housing Benefits and other benefits through our close working partnership with the Local Authority welfare benefits take up team

· Issue rent statements to all tenants every 3 months and send out statements first class within 24 hours of request

When recovering rent arrears we will:

· Maintain a firm but fair approach

· Be sympathetic to individual cases of hardship and make mutually suitable arrangements for repayment

· Endeavour to Contact individual tenants within 10 working days of an arrears accruing on their rent account

· Work in partnership with other agencies such as debt counselling organisations and benefit agencies to assist tenants in debt

· Ensure that the monies owed by former tenants are recovered promptly

Housing Purchases

Right to Acquire

When processing your right to acquire application we aim to:

· Arrange to send publicised information and application forms within 3 working days

· Offer, by appointment, help and advice to you when completing the application form upon request

· Keep within the designated timescales of the right to acquire scheme

· Provide a clear explanation of each stage of the application upon request

Shared Ownership Sales

When selling shared ownership properties we aim to:

· Forward your details to the recognised zone agents for Gloucester within 3 working days

Tenant Participation

As tenants you are encouraged to get involved in the running of the association, to encourage greater participation we will:

· Offer a range of ways of getting involved based on tenants preferences

· Reserve one third of places on our board of management for tenants

· Encourage the setting up of residents associations and groups, and involve them in decisions affecting their home

· Provide funding to establish and support resident associations

· Develop links with the community including hard to reach and minority groups

· Send out quarterly newsletters containing information about our work, services and performance

· Consult the tenants forum on all new policies and procedures

· Regularly seek the views of our tenants about the quality and standard or our services through the tenants forum, satisfaction surveys and other means and provide feedback on action we take as a result
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