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1.
INTRODUCTION


Seven Locks Housing recognises that a culture of excellence in customer care is vital to delivering our mission and vision.  Striving to keep our customers satisfied and at the heart of all we do is therefore one of our key values.  This policy summarises what Seven Locks Housing will do to ensure that excellence in customer care supports and drives every aspect of our service delivery.   

2. OBJECTIVES OF THE CUSTOMER CARE POLICY

· To provide clear and concise information and explanations to customers.
· To involve the customer, listen to, and consider their views with regard to the provision of services and decisions being made.

· To understand the needs of our external and internal customers and provide a service in a prompt, efficient and professional manner.

· To treat customers, both internal and external, with respect and courtesy as an individual and being sensitive to their specific needs at all times.

· To provide accessible services. 
· To widely publicise our service.

· To respond to enquiries in a timely and efficient manner and when required refer enquiries immediately to the appropriate officer or section within the organisation with responsibility for dealing with them.

· To continually improve the services with a willingness to learn from customer complaints, comments and compliments.

3.
SUMMARY OF OPERATIONAL PRINCIPLES OF THE CUSTOMER CARE POLICY

· Seven Locks Housing will work closely with tenants to improve existing and develop new services and in doing so will at all times have regard to its Equality and Diversity Policy.

· Staff will receive ongoing training to ensure high levels of knowledge, competence and efficiency are achieved in providing high quality, professional and customer orientated services.

· Procedures will specify the standards that customers can expect from their interaction with Seven Locks Housing staff including courtesy, quality, quality of information and advice, responding effectively and sensitively to the feelings and needs of the customer.

· Seven Locks Housing staff will be identifiable to our customers. All staff will be required to wear their identity badges and identity cards, within and outside the office whilst representing Seven Locks Housing.

· Offices will have opening hours clearly displayed, be clean, welcoming, warm and friendly, have up to date advice, information and posters and provide ‘one-stop’ access to all services provided by Seven Locks Housing.

· Seven Locks Housing offices will be accessible to people with physical and sensory disabilities.

· All customers visiting the offices of Seven Locks Housing will be acknowledged on arrival and greeted by an individual member of staff, and where appropriate customers will be offered the facility of a private interview.

· Seven Locks Housing will operate an appointment system and we will use our best endeavours to ensure that we can provide our customers with appointments with named officers at a time that suits their requirements.

· Seven Locks Housing will publicise and ensure that customers are aware of the timescales for responding to service requests.

· Tenants will be made aware that Seven Locks Housing will offer the facility of officers visiting their homes. 
· When attending Interviews and meetings with customers officers will be well prepared with the appropriate information. 
· Customers who require translation or interpreting services will be provided with this service to ensure they are in now way disadvantaged by a language barrier and are enabled to understand and express their views and needs accurately and fully. 
· All interviews, correspondence and personal information will be treated in the strictest confidence in accordance with data protection legislation and Seven Locks Housing’s Data Protection and Access to Personal Information Policies.

· Detailed procedures will ensure all enquiries and requests for services are appropriately logged and referenced.

· Standards for communications and response times will be in place for dealing with personal callers, telephone calls, letters and out of hours services.

· Publicity material will be available through leaflets, tenants’ handbook and newsletters.  Information relating to meetings and consultation events will be provided in plain English and as necessary in minority languages and will be accessible at Seven Locks Housing offices, and will be available at all times from officers undertaking personal visits to tenants’ homes.

· Details of how our customers can use Seven Locks Housing’s Complaints, Compliments and Comments procedure will be highly visible and available from all offices and contained within the tenants’ handbook which will provide details on how customers can seek redress, should the customer feel standards set out in the Customer Care Policy have not been met.

4.
RESPONSIBILITY


The Customer Services and Communications Manager will have responsibility for the implementation of the Customer Care Policy.

5.
CONSULTATION


Consultation on any future revisions to the Customer Care Policy will be promoted through newsletters to tenants and applicants for rehousing as appropriate, and formally through the Tenants Association.

Consultation will also take place with the District Council and other Registered Social Landlords working within the Seven Locks Housing area of operation, advice agencies and the Housing Corporation.

6.
PERFORMANCE INDICATORS

Monitoring customer satisfaction with Seven Locks Housing’s service will be a key performance indicator therefore we will develop in partnership with tenants and other service users local performance definitions. 

7.
MONITORING

Our procedures will be monitored against annual targets for effectiveness and the results published. Monitoring reports will be produced for involved tenants and Seven Locks Housing’s Management Board through agreed routes, and made available to tenants and other stakeholders via the Annual Report. 
8.
REVIEW


Seven Locks Housing’s Customer Care Policy will be reviewed at least once a year or on the introduction of new legislation or guidance.[image: image2.png]
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