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DALES HOUSING
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	Value for Money and Diversity have been embedded into all four of these standards.


DALES HOUSING’S OVERARCHING customer PROMISE

	We promise to develop a clear tenant involvement ‘test’ known as the ‘Dales Involvement Test’ that must always be followed to ensure tenants are at the heart of everything we do




D
...
...
Delivering For You

A
...
...
Accountable To You

L
...
...
Listening To You

E
...
...
Empowering You

S
...
...
Successful Together

	HOW?
	An impact assessment of our formal customer involvement engagement activities, including Local Promises and Annual Tenants’ Report, will be carried out using the above DALES ‘Test’.

	BY WHOM?
	Dales Housing Tenants’ Scrutiny Panel .



	WHEN?
	Dales Housing Tenants’ Scrutiny Panel will monitor progress against  Local Promises four times a year, carry out an annual impact assessment against them and our formal customer engagement activities every September. They will oversee the production of the Tenants’ 

Annual Report every October.

	ACCOUNTABLE TO YOU
	Through our Dales News & Views newsletter we will provide an update on progress against Local Promises. The results of the annual impact assessment for formal engagement activities and production of annual report will be provided to customers through the Tenants annual report every October.


	TENANT INVOLVEMENT & EMPOWERMENT STANDARD




Our Customer Service and Choice Promise

	We promise we will provide services that meet and respond to all our customers’ needs and are accessible to all




Customer service and choice: to achieve this we will.....
· Always give our name and show identification when visiting you at your home – our performance target is to achieve 99% satisfaction.

· Ensure our staff are well trained and knowledgeable – our performance target is to achieve 90% satisfaction.

· Ensure our staff treat you with respect and are polite, friendly and courteous - our performance target is to achieve 90% satisfaction.

· Ensure we have accurate and up to date information displayed in our reception area - our performance target is to achieve 90% satisfaction.

· Ensure our reception area is welcoming, clean and tidy and accessible with facilities that meet your needs – our performance target is to achieve 90% satisfaction.

· Greet visitors to our reception on arrival and see you on time or within 10 minutes if you do not have an appointment - our performance target is to achieve 100%.

· Offer you a private interview room if your enquiry is of a sensitive nature - our performance target is to achieve 90% satisfaction.
· Aim to resolve your enquiry at first point of contact and if we cannot, we will refer you to a named member of staff – our performance target is to achieve 90% satisfaction. 

· Be punctual when visiting you and where possible make a pre-arranged appointment – our performance target is to achieve 90% satisfaction.

· Treat your home with dignity and respect and ensure our contactors work to the same standards – our performance target is to achieve 90% satisfaction.

· Aim to answer 80% of all telephone calls received to the free phone Customer Services and Repairs phone lines within 20 seconds.

· Aim to answer 90% of all telephone calls received to the free phone Customer Services and Repair phone lines.

· Ensure all our written information is of high quality, clear and understandable - our performance target is to achieve 90% satisfaction. 

· Keep you informed of progress throughout your enquiry -  our performance target is to achieve 90% satisfaction. 

· Acknowledge all correspondence  - our performance target is to achieve 100% response rate. 

· Respond to all correspondence within 8 days - our performance target is to achieve 100%.

Meeting the diverse needs of tenants: to achieve this we will.....
· Treat all our customers fairly and deliver services in accordance with their needs – our performance target is to achieve 100% satisfaction.
· Provide a range of ways for you to access our services: by phone, in person, email, letter and third part advocacy – our performance target is to achieve 100% satisfaction.
· Provide information for you in a variety of formats on request.  For example, translation, Braille, audio cassette – our performance target is to achieve 100% satisfaction.

Our Accountable to You Promise 

	We promise to have in place an effective complaints procedure that acknowledges when we have got it wrong and clearly states what we will do to put it right




Accountable to you: to achieve this we will.....
· Take ownership of the complaint and always provide you with the name of the staff member that is dealing with it – our performance target is to achieve 100% satisfaction.
· We will keep you fully informed throughout and agree timescales for this with you – our performance target is to achieve 90% satisfaction.
· Acknowledge your complaint within 2 working days of receipt – our  target is to achieve 100% performance.
· We will make initial contact with you within 2 working days of receiving your complaint to verify the details – our target is to achieve 100% performance.
· Ensure our responses are jargon free and easy to understand – our performance target is to achieve 90% satisfaction.
· We aim to respond to your complaint in full within 8 working days – our target is to achieve 95% performance.

Our Tenant Involvement Promise

	We promise to provide clear pathways for customer involvement and where possible we will further develop ways for you to continue having your voices heard




To achieve this we will.....
· Provide a variety of ways by which you can get involved and have your voice heard in a way that is convenient for you – our performance target is to ensure we have at least 7 different pathways to involvement available.

· Provide you with feedback on all formal methods of consultation including complaints, comments or compliments, and tell you what improvements have been identified and made as a result – our performance target is to achieve 100% of all areas identified for improvement.

	NEIGHBOURHOOD & COMMUNITY STANDARD




Our Clean and Tidy Environmental Promise

	We promise to put in place an improved grounds maintenance service, that provides tenants with good value for money

We promise to investigate the provision of a paying gardening service to tenants’ own gardens, that offers value for money

We promise to provide clean and tidy environments where you are proud to live


To achieve this we will.....

· Agree with you a range of grounds maintenance service standards  – our performance target is to achieve 99% customer satisfaction for grounds maintenance.
· We will set up a grounds maintenance tenants’ panel to investigate into providing a gardening service to individual gardens which tenants can pay for.

· Ensure that neighbourhoods are clean and tidy, working with our partners where appropriate - our performance target is to achieve 99% customer satisfaction for estate management.

· We will publish a programme of estate walkabouts and invite you and partners to attend – our performance target is to publish all estate walkabouts in the tenants quarterly newsletter.
	We promise to have robust procedures in place for tackling instances of anti-social behaviour so that tenants can live safely and happily in their own homes and neighbourhoods




Our Anti-social Behaviour promise: to achieve this we will.....
· Ensure every complaint has a named member of staff responsible for establishing an action plan to resolve the matter – our performance target is to achieve 100% satisfaction.
· We will keep you fully informed throughout and agree timescales for this with you – our performance target is to achieve 95% satisfaction.
· We will acknowledge all reports of anti-social behaviour within 24 hours of receipt – our  target is to achieve 100% performance.

· We will respond to all reports of discrimination (HATE crime) the same date of receipt – our target is to achieve 100% performance.

· We will provide a range of support to victims and witnesses and will  work with other partners and key agencies to make improvements in safety and security where appropriate and possible – our performance target is to achieve 100% satisfaction.

· We will aim to close all anti-social behaviour cases either by mutual agreement with the complainant(s) or, if the complainant fails to respond to at least 3 attempts, to make contact with them.

· Once an anti-social behaviour case has been resolved/closed, we will always send out a customer satisfaction survey, so that we understand what you thought about the process – our performance target is to achieve 80% satisfaction.

	HOME STANDARD 




Our Repairs and Maintenance Promise  

	We promise to provide you with a high quality repairs service that meets your needs and provides good value for money




 To achieve this we will.....
· Ensure that our highly trained Customer Services staff assess your repair when you contact us and allocate an appropriate timescale to complete the work. Timescales and performance targets are: 

	Type
	Timescale
	Performance Measure

	Routine
	With 31 calendar days.
	99%

	Urgent
	Within 7 calendar days.
	99%

	Emergency
	Initial visit within 2 hours - full repair of the emergency within 24 hours.  Follow up visits may be needed in some cases.
	100%


· We will always offer an appointment for urgent and routine repairs which will be to call am, pm, or between 10:00am and 3:00pm during the day – our target is to achieve 100% performance.

· We will always send you confirmation of the repair you have reported, the appointment we have made with you and the expected completion date for the repair. Additionally, if you have a mobile phone we will also send you a text to confirm the appointment details – our target is that we achieve 100% performance. 
· We will provide an out of normal working hour’s service for emergency repairs – our performance target is to respond within 2 hours of receiving your call. Additionally, we have set a 99% customer satisfaction performance measure for our out of hours service.   

· We will always aim to complete repairs at the first visit, but where this is not possible, we will agree the next appointment with you – our target is to achieve 99% performance.

· We will always show you identification when we visit you at home - our performance target is to achieve 100% satisfaction.

· We will always use dust sheets or shoe covers when carrying out repairs in your home – our performance target is to achieve 100% satisfaction.
· We will provide you with details of how much we spend on repairs and maintenance – our performance target is to provide this information every year in the Tenants’ Annual Report.

Our Quality of Accommodation Promise

	We promise to keep investing in our stock and will publish details of our planned maintenance and property refurbishment work




To achieve this we will.....
· Ensure that we service all gas appliances annually – our target is to continue achieving 100% performance.

· Ensure that we service solid fuel appliances annually - our target is to continue achieving 100% performance.

· Have in place a programme for external painting to your property and painting of communal areas – our target is to complete 100% of programmed work.

· We will always respect the areas we are working in and leave them in a clean and tidy condition – our performance target is to achieve 99% satisfaction.

· We will always show identification for all repairs staff and contractors - our performance target is to achieve 99% satisfaction.

· We will always provide you with a named staff member to contact, so you know who to speak to if you have an enquiry - our performance target is to achieve 99% satisfaction.

· If problems do arise, we will agree timescales with you to put it right and keep you updated - our performance target is to achieve 99% satisfaction.

Our Decent Homes Plus Promise

	We promise as part of our Decent Homes Plus property improvement work to provide you with showers and improve energy efficiency to your home

We promise to provide tenants with a range of choices for choosing bathrooms, kitchens and re-decoration colour schemes




To achieve this, we will.....
· Provide you with an option to have an over bath shower or shower and shower tray installed when your bathroom is being re-fitted – our target is to achieve 100% performance.

· We will work to improve energy efficiency to your home.  For example, reducing fuel bills and carbon emissions – our target is to identify properties with a poor energy rating (below 55) and place them within a 5-year programme from 2010 to improve the property rating.
· We will re-decorate kitchens and bathrooms following improvement works to your home and offer you a wide choice of colour schemes to choose from -   our performance target is to achieve 99% satisfaction.

	TENANCY STANDARD




Our Empty Property Promise

	We promise to provide good quality homes and ensure they are let in a good standard of repair and cleanliness and that new tenants are provided with helpful information




To achieve this we will.....
· Ensure that when we let our properties we always meet our lettable standard, as agreed with tenants – our performance target is to achieve 80% satisfaction.

· Provide all new tenants with an information pack about that their new home and the services we provide – our target is  to achieve 99% satisfaction.

Our Financial Inclusion Promise

	We promise to work hard to prevent tenants falling into debt and to support tenants who are finding it difficult to pay their rent




To achieve this we will.....
· Provide help and support to ensure that you are able to meet the obligations of paying your rent from the start of the tenancy – our target is to achieve 100%.
· We will offer a money advice service to all tenants who are struggling financially – our target to achieve this is to offer appointments to 100% of tenants needing this.

· Call us on

01629 593200
· Or email us at
info@daleshousing.co.uk
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This document is also available in other languages, large print
and audio format upon request.

Ce document est également disponible dans d'autres langues, en gros caractéres et
en cassete audio sur simple demande.

AuT6 10 £Yypago BiaiBcran eiong o€ AME YMGODES, TUTWHEVO B peYGAOUS
YOPOKIIPEG Ko OF KOG KATOTI GITUATOS,

it ey Pl szl g ool Wizt il st s el 2 v

wll 2.

T W T TR I NI F, TE WET F 90 A7 G A A
w o e &

Dokument ten jest na zyczenie udostepniany takze w innych wersjach jezykowych, w
‘duzym druku lub w formacie audio.

e e e s, 92 e e v e 2 3 faa e 3 o

Bu beige cesiti dillre cevriimis olup, isterseniz i harflerle basiimis sekiini ve
Kasetini de size gonderebilriz

We have hearing loop systems in the Board Room and Meeting Room
at Dimple Mill.
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