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Service 
Standards

1.
Service Standards - Introduction
We are committed to providing the best level of service we can. 
To help us meet this commitment we have set out the minimum standards you can expect from us.  These standards cover all aspects of our service provision and apply to the following:

Our own tenants

Housing applicants (where applicable)

Other service users (where applicable)

In general we will:

1.1
Remain committed to promoting fair and equal treatment for all and opposed to any form of unlawful discrimination.
1.2
Be polite and try to answer enquiries as quickly as possible

1.3
Be professional and approachable

1.4
Identify ourselves by name
1.5
Carry ID when visiting you at home

1.6
Treat information received from you or on your behalf confidentially and we will not release information about you to a third party without your consent, unless we are required by law to do so
1.7
Send you information within the required time limits

2.
Communication

You can choose to communicate with us in a number of ways over a variety of issues:

2.1
By telephone

2.2
By letter

2.3
By email

2.4
By calling at the office

2.5
By text message

2.6
Via our website
2.7
Via Social Media (Facebook)
3.
Telephone Service

Our normal telephone service is available from 9am – 5pm, Monday to Thursday and 9am – 4pm on Fridays.

We will:

3.1
Answer calls promptly and courteously.
3.2
Always be clear with the caller who they are speaking to, as required, and who they are being passed on to

3.3
Give you the option to speak to an appropriate staff member or leave a message where the staff member you are looking for is not available.
3.4
We will respond to all messages left on the answering machine as soon as the office reopens. 

3.5
Provide general information about your Housing Application where possible.  You can also request an interview with a Housing Officer.
3.6
Return all telephone messages received within 24 hours, unless we have advised you otherwise
3.7
End telephone calls if the caller is considered aggressive, abusive or offensive by the staff member taking the call.  The caller will be given a warning that this is going to happen if their unacceptable behaviour does not stop.

4.
Out of hours telephone service
4.1
We provide an answering service for our tenants to call, where information and contact numbers are clearly given for the purpose of reporting emergency repairs
5.
Written Contact  

For general enquiries/matters, we will:

5.1
Respond to your letter or email within 7 working days.  If this is not possible we will contact you within 2 working days, advising you when we expect to give you a more detailed response and why we need this longer time
5.2
Depending on the nature of your query/issue, either respond by email or if more appropriate by letter
5.3
Use plain English
5.4
Avoid using technical terms, abbreviations and acronyms where possible
5.5
Sign all our letters with our name and job title.

6.
Calling at our Office

If you call at our office:

6.1
You will find our offices are designed to be accessible to everyone
6.2
You will be greeted by our staff in a friendly and polite manner and you will be dealt with promptly
6.3
You will find a pleasant and comfortable waiting area.

6.4
You will be seen within 10 minutes of your appointment time or a valid reason given where this timescale is not met
6.5
You will be dealt with in a professional and approachable manner by our staff
6.6
To speak to a particular member of staff without having made an appointment, we will aim to see you within 20 minutes.  If this does not suit you or the relevant staff member is not available, you will be offered an appointment within 2 working days.

6.7
To enquire about your housing application, without having made an appointment, a member of staff will endeavour to answer your query at that time; however, if this is not possible you will be contacted within 2 working days.
6.8
You will be taken into one of our private meetings rooms to discuss personal or confidential matters.
7.
Day to Day Repairs Service
We aim to provide a first class repairs service as follows:
7.1
Any routine repair requiring an inspection prior to works order being issued will be inspected within 10 working days by appointment if at all possible
7.2
Responding to 100% of emergency repairs to make safe within 4 hours. 
7.3
Responding to 95% of urgent repairs within 3 working days
7.4
Responding to 95% of routine repairs within 10 working days

7.5
Responding to 100% of qualifying “right to repair” defects within the various statutory timescales
7.6
Providing an out-of-hours emergency service
7.7
Achieving a minimum 95% repairs satisfaction rate

7.8
When a repair is ordered out for your property, you will be given a Tenant Repair Satisfaction Questionnaire which will clearly indicate the following; brief description of repair, contractor and target date for completion by contractor.  Monitoring these responses and using the feedback obtained will ensure we maintain a first class service
7.9
Carrying out post inspections on at least 20% of all completed day-to-day repairs to confirm works carried out correctly and to a proper standard
7.10
All contractors are required to adhere to a code of conduct which includes: the manner and attitude expected of their labour force when dealing with our tenants; carrying appropriate ID; minimising disruption in tenants’ homes; using dust sheets, etc, when required and clearing and cleaning up after work is completed
8.
Collecting Rent and Recovering Money


We will:
8.1
Assist tenants to access available benefits
8.2
Offer a range of convenient ways to pay your rent, such as paying by voucher book, standing order or debit card in person or over the phone

8.3
Consult each year on any rent increases and give notice before we increase rent

8.4
We will aim to make contact within 7 working days of anyone first falling behind with payments so that we can agree a realistic arrangement to repay the money

8.5
Send rent statements to all tenants twice a year

8.6
When giving up a tenancy, we will write to advise of the final rent payment which will be due up to the termination date

9.
Anti-Social Behaviour
We are committed to tackling the problems of neighbour nuisance and anti-social behaviour within the vicinity of our stock.  Where appropriate, we will work in partnership with other agencies to resolve such issues.  We will undertake the following steps in an effort to tackle anti-social problems:
9.1
Whether received in writing, email, by telephone or in person, complaints will be recorded by the Association on our standard Neighbour Complaint File Note.
9.2
Anonymous complaints, although more difficult to deal with, will not be overlooked and efforts will be made by staff to substantiate the validity of any such complaints.
9.3
We will respond to complaints received on a priority basis – 
9.3.1
Very Serious Complaints – relating to extreme behaviour of a very serious anti-social nature, including violence, unprovoked attack, allegations of drug dealing, harassment, use of or carrying of offensive weapons - will be responded to within 24 hours.
9.3.2
Serious Complaints – complaints which indicate serious anti-social behaviour, including excessive noise, frequent disturbances, vandalism to Association property, threatening abusive behaviour, frequent verbal abuse and harassing behaviour – will be responded to within 2 working days.

9.3.3
Relatively Minor Complaints – nuisance cases which clearly breach the tenancy conditions such as, family disputes, stair cleaning, dog/pet control, behaviour of children, garden upkeep, occasional noise,– will be responded to within 7 working days. 

9.4
Throughout the investigation process, the complainant will be kept informed of the progress made, normally at least every 7 days.  When the matter has been concluded, this will be confirmed in writing.
9.5
Unless consent is given, the source should never be divulged to the person(s) being complained about.
9.6
Where appropriate, we will offer mediation services to all parties involved.
9.7
We will work alongside other agencies such as, Fife Community Safety Support Service, Environmental Health, Council Local Office, Housing, & Social Work Departments, Safer Communities and the Police, to resolve issues of alleged neighbour nuisance and anti-social behaviour.
9.8
We will use a range of methods to deal with anti-social problems including; appointments, verbal and written warnings, anti-social behaviour orders, compulsory and/or voluntary transfers and recovery of possession of the property.
9.9
Neighbour nuisance and anti-social behaviour cases that are of a serious and persistent nature will be monitored in terms of numbers, types, action taken and outcome.
9.10
In accordance with the Association’s Complaints Procedure, all tenants will be afforded the right to appeal against any decision made.
10.
Estate Management
Estate Management refers to property management and services to tenants which enables them to have quiet enjoyment of their houses and a decent, safe and secure environment to live in and to this end we will undertake the following;
10.1
Planned Maintenance surveys of the stock on a regular basis.
10.2
Deal with obvious deterioration of properties if identified during normal estate inspections.
10.3
Weekly inspections of common areas to check on both the fabric and cleanliness.
10.4
Carry out litter picks around our estates regularly.
10.5
Clean all communal stairs where the tenancy agreement states that this service is provided as part of rent charge.
10.6
Take action to remedy specific sources of problems in common areas and monitor to ensure standards are maintained.
10.7
Arrange repairs to common areas promptly once identified and monitor to ensure satisfactory completion.
10.8
Liaise with Statutory Agencies and Owner-Occupiers on issues regarding common areas.
10.9
Regular inspections of private garden areas, particularly during the summer months.
10.10
Identify tenants who neglect their private gardens and advise them that they are in breach of their tenancy and take appropriate action.
10.11
Provide advice and assistance where appropriate, e.g. referral to Association’s grass cutting scheme or gardening services run by other agencies.
10.12
Cultivate, maintain and keep tidy, communal gardens and landscaped and planted areas under our ownership.
10.13
Regularly inspect communal gardens and landscaped planted areas.
10.14
Where such communal areas are being neglected, we will arrange to meet with the relevant and interested parties.
10.15
Monitor general environmental matters such as litter, illegal dumping, use of wheelie bins, street cleaning, lighting, abandoned vehicles, caravan parking, pigeon lofts, condition of footpaths etc. on an ongoing basis and liaise with tenants and other agencies responsible for action.
10.16
Arrange for immediate action to be taken on identification of graffiti.
10.17
Monitor incidents of dog fouling or neglect of pets and liaise with relevant agencies to take appropriate action.
10.18
Discourage the dumping of unwanted goods around the estates, taking steps to identify the perpetrators and advising them accordingly.  Where no one can be identified, removal of the goods will be arranged promptly in liaison with the Local Authority as appropriate.
10.19
Respond to neighbour dispute complaints by assessing the exact nature and severity of the problem.
10.20
Where appropriate, encourage tenants to approach their neighbours in the first instance, to discuss any problems.
10.21
Determine whether further action by the Association is required, in line with the Anti Social Behaviour and Neighbour Nuisance Policy.
10.22
Liaise with Social Services, Health Authorities and any other relevant community care agencies in the formulation of care plans for tenants in need.
10.23
Where special needs or vulnerabilities of tenants are identified, these will be recorded on the tenant’s file with their permission in order that staff are aware of any issues when dealing with them.
10.24
Liaise with and set up referral arrangements with relevant agencies to secure appropriate ongoing support for tenants with special needs.
10.25
Carry out post allocation visits within 2 months of a new tenancy and programme follow-up visits where problems are identified.
10.26
Encourage tenants to take an active interest in and to participate in, the wellbeing of their estate and the surrounding environment through various means, ie. tenants’ newsletters, promotion of annual garden competition, meetings with organised tenant groups, day to day communication with individual tenants.
10.27
Ensure staff have appropriate skills and knowledge to perform their job effectively and where gaps are identified appropriate training and guidance will be provided.
10.28
Systematic monitoring of performance in all aspects of the estate management service, such as, seeking tenants views of the service, reporting monitored results to Board and Tenants/Residents Association, reviewing policies, practices and performance at regular intervals, annual estate management report to Board of Management and attendance at community/local forum events in areas where we have stock.
11.
Managing Empty Properties


We will:

11.1
Carry out an inspection of each house when we are advised of a termination so that the tenant can carry out any repairs for which they are liable, before they leave

11.2
Ensure that we limit the amount of rent we lose from empty houses

11.3
Inspect all empty houses within 1 working day of receiving the keys from the tenant who moves out

11.4
Make sure all empty houses meet our minimum standard before the new tenant moves in

11.5
Accompany prospective new tenants to view a property they have been offered, if they wish us to do so
12.
Re-Housing Services


We will:

12.1
Let empty houses quickly

12.2
Work in partnership within Fife Housing Register (FHR) to receive and forward housing applications for processing to the FHR Team within 10 days
12.3
Allocate our properties from the housing list in accordance with our policies and assist the Council to address homeless applicants.

12.4
Identify tenants of the partners within FHR to actively assist them to move to more suitable accommodation with their existing landlord or another partner, and operate an incentive scheme to assist where appropriate.

12.5
Assist tenants interested in exchanging houses and operate a flexible policy and procedure to enable interested tenants to exchange whilst making best use of our housing stock.

13.
Tenant Participation/Information/Consultation
We are committed to tenant participation, information sharing and consultation with our tenants.  We believe that two-way communication is the key to quality service delivery and that our service users are at the heart of our work.  We also recognise that the wish of a tenant to participate and the extent of that participation may vary with changing circumstances and that the needs of the Association must be balanced by the needs of our tenants and the communities we serve.  We will do this in the following ways:
13.1
Ensure all information provided by the Association is easily read, relevant and made accessible in a range of formats as required.
13.2
Ensure that the method of communication is tailored to the needs of individual tenants, taking into account their preferences.
13.3
The majority of written information will be in the form of a personally addressed letter signed by a named individual.
13.4
Use Leaflets to provide more specific information. 

13.5
Create and distribute Newsletters to all tenants giving more general information.
13.6
Provide new tenants with a Tenant Information Pack.
13.7
Distribute the Association’s Annual Report to all tenants each year.
13.8
Distribute the Tenants Report on Performance against the Scottish Social Housing Charter each year.
13.9
Display various informative leaflets and posters within our reception/interview areas.
13.10
Keep tenants informed on a variety of topics such as, the management and maintenance of their homes, new building and community regeneration by means of public meetings, information sessions and open days where appropriate.
13.11
Consult with tenants on many aspects of housing management policy and practice at both individual and group level where relevant using a range of methods such as postal/telephone surveys, one-to-one consultations, focus groups and public meetings.
13.12
Encourage tenants to play a part in future activities and encourage the formation and development of tenant groups, thus developing the relationship between the tenants and the Association.
13.13
Help with the formation of tenants groups and registered tenants organisations by providing support through funding, training, equipment, meeting facilities and staff support.
13.14
Encourage tenants to become members of the Association.
13.15
Encourage tenant members to stand for election onto the Board of Management where particular skills are identified.
13.16
Take all necessary steps to ensure all groups of people within the community are afforded the right to consultation and participation. 

14.
COMPLAINTS
Although we always strive to provide a first class service to anyone who receives or requests a service from the Association, there may be times when someone feels unhappy about the way they have been treated and may wish to complain.  We will; 

14.1
Deal with complaints sympathetically and professionally.
14.2
Respect the confidentiality of all complaints.
14.3
Advise the complainer of the two different stages in the handling of complaints: Frontline Resolution and Investigation.
14.4
Aim to resolve all complaints at Stage 1, Frontline Resolution, the first point of contact within 5 working days.
14.5
Advise complainer that they have the right to make a Stage 2 complaint, Investigation, if not satisfied with outcome of Stage 1.
14.6
Acknowledge receipt of Stage 2 Complaint within 3 working days and advise that complaint is being processed.
14.7
Advise the outcome of Stage 2 Complaint within 20 working days of the complaint being received.
14.8
Provide written/email notification and explanation if the above timescales cannot be met, for reasons outwith our control and suggest alternative timescales.
14.9
Advise the complainer accordingly of the Scottish Public Service Ombudsman procedure if they are not satisfied with the final decision or the way we have dealt with their complaint.
14.10
Make available our Complaints Handling Procedure to anyone who requests same.    
15.
COMPLIMENTS
Compliments about the Association in general, or about staff members in particular, will always be brought to the attention of the Board of Management.
16.
CONTACT DETAILS

Telephone:
01592 621188


Website:
www.glenhousing.co.uk

Email: 
info@glenhousing.co.uk 
Any policies referred to in this document can be obtained from either of Glen’s offices or the website: www.glenhousing.co.uk
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