Dales Housing Local Offers/Promises 2011-2013
Dales Board – 10.11.11

	Local Offers/Promises
	Target
	How Measured/

Collected
	Comments/ notes
	Performance Q1 @ 30/6/2011
	PerformanceQ2 @ 30/9/2011
	PerformanceQ3 @ 31/12/2011
	PerformanceQ4 @ 

31/3/2012

	TENANT INVOLVEMENT AND EMPOWERMENT STANDARD
	
	
	
	
	
	
	

	1.Customer Service and Choice

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

	1. Always give our name and show identification when visiting your at home.
	99% satisfaction
	Qtly Satisfaction surveys (available from Q2)
	The 14.9% relates mainly to DMS operatives. We are raising the profile so performance improves
	N/A
	84.1%
	
	

	2. Ensure our staffs are well trained and knowledgeable.
	90% satisfaction
	Qtly Satisfaction surveys (available from Q2
	
	N/A
	98.7%
	
	

	3. Ensure our staff treat you with respect and are polite, friendly and courteous.
	90% satisfaction
	Qtly Satisfaction surveys (available from Q2

	
	N/A
	98.7%
	
	

	4. Ensure we have accurate and up-to-date information displayed in our reception area.
	90% satisfaction
	reception exit survey
	Performance will be provided at Q4. Will from 2012 be available each qtr as part of CRM development
	Annual Survey
	N/A
	N/A
	

	5. Ensure our reception area is welcoming, clean and tidy and accessible with facilities that meet your needs.
	90% satisfaction
	reception exit survey
	Performance will be provided at Q4 – as above
	Annual Survey
	N/A
	N/A
	

	6. Greet visitors to our reception on arrival and see you on time or within 10 minutes if you do not have an appointment.
	100%
	Reception exit survey
	Performance will be provided at Q4 – as above
	Annual Survey
	N/A
	N/A
	

	7. Offer you a private interview room if your enquiry is of a sensitive nature.
	100% satisfaction
	Reception exit survey
	Performance will be provided at Q4 – as above
	Annual Survey
	N/A
	N/A
	

	8. Aim to resolve your enquiry at first point of contact and if we cannot, we will refer you to a named member of staff.
	100% satisfaction
	Reception exit / telephone survey
	Performance will be provided at Q4
	Annual Survey
	N/A
	N/A
	

	9. Be punctual when visiting you and where possible make a pre-arranged appointment.
	90% satisfaction
	Qtly Satisfaction survey-
	Performance information available from Q2
	N/A
	90.8%
	
	

	10. Treat your home with dignity and respect and ensure our contractors work to the same standards.
	90%

Satisfaction
	Qtly  Satisfaction survey-
	Performance information available from Q2
	N/A
	99.6%


	
	

	11. Aim to answer 80% of all telephone calls received to the free phone Customer Services and Repair phone lines within 20 seconds.
	80%
	Internal Performance indicator
	
	90.5%
	91.8%
	
	

	12. Aim to answer 90% of all telephone calls received to the free phone Customer Services and Repair phone lines.
	90%
	Internal Performance indicator
	
	97.7%
	96.6%
	
	

	13. Ensure all our written information is of high quality, clear and understandable.
	90% satisfaction
	Qtly Satisfaction survey
	Performance information available from Q2
	N/A
	98.9%
	
	

	14. Keep you informed of progress throughout your enquiry.
	90% satisfaction
	Qtly Satisfaction survey
	Performance information available from Q2
	N/A
	96.3%
	
	

	15. Acknowledge all correspondence.


	100%
	Local Performance Indicator


	
	100%
	100%
	
	

	16. Respond to all correspondence within 8 days.
	100%
	KPI


	
	98%
	99.1% - letters
100% emails
	
	

	17. Treat all our customers fairly and deliver services in accordance with their needs.
	100% satisfaction
	Qtly Satisfaction survey
	Performance information available from Q2
	N/A
	98.7%
	
	

	18. Provide a range of ways for you to access our services; by phone, in person, email, letter and third party advocacy.
	100% satisfaction
	Qtly
Satisfaction survey
	Performance information available from Q2
	N/A
	98.6%
	
	

	19. Provide information for you in a variety of formats on request.  For example, translation, Braille, audio cassette.
	100% requested
	Monitoring of number of requests
	
	100%

	100%
	
	

	2. Accountable to You

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.
	
	
	
	
	
	
	

	1. Take ownership of the complaint and always provide you with the name of the staff member that is dealing with it.
	100% satisfaction
	Qtly complaint Survey
	Performance information available from Q2
	N/A
	100%
	
	

	2. We will keep you fully informed throughout and agree timescales for this with you.
	90% satisfaction
	Qtly Complaint Survey
	Performance information available from Q2

	N/A
	96.3%
	
	

	3. Acknowledge your complaint within 2 working days of receipt.
	100%
	Qtly Complaint Survey
	Performance information available from Q2
	N/A
	100%
	
	

	4. We will make initial contact with you within 2 working days of receiving your complaint to verify the details.


	100%
	Qtly Complaint Survey
	Performance information available from Q2
	N/A
	100%
	
	

	5. Ensure our responses are jargon free and easy to understand.
	90% satisfaction
	Qtly Complaint Survey
	Performance information available from Q2
	N/A
	98.9%
	
	

	6. We aim to respond to your complaint in full within 8 working days.
	95%
	KPI
	
	100%
	100%
	
	

	3. Tenant Involvement

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.
	
	
	
	
	
	
	

	1. Provide a variety of ways by which you can get involved and have your voice heard in a way that is convenient for your
	At least 7 different pathways
	KPI
	
	14 pathways actively used
	16 pathways actively used
	
	

	2. 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.
	100% for all areas identified
	KPI
	Whilst a 100% of improvement made, only provided feedback to 11 out of the 14 tenants.
Currently working with staff to raise profile of this.
	75%
	78%
	
	

	NEIGHBOURHOOD AND COMMUNITY STANDARD
	
	
	
	
	
	
	

	4. Clean & Tidy Environmental

We promise to put in place an improved grounds maintenance service, which 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.
	
	
	
	
	
	
	

	1. We will agree with tenants a range of grounds maintenance service standards.
	99% satisfaction
	2011 Q4 customer survey
	Service standards  been agreed with tenants group, performance will be measured starting Q4

	N/A
	Service standards agreed
	N/A
	

	2. We will set up a grounds maintenance tenants’ panel to investigate into providing a gardening service to individual gardens which tenants can pay for.
	set up a gardening service to commence April 2012
	Due to commence April 2012
	Consultation complete, now aiming to set gardening service up by April 2012
	N/A
	Consultation complete
	N/A
	N/A

	3. Ensure that neighbourhoods are clean and tidy, working with our partners where appropriate.
	99% satisfaction with estate management
	Estate Services Survey going out in OCT 11
	Survey commenced, performance will be reported Q3
	N/A
	N/A
	
	

	4. We will publish a programme of estate walkabouts and invite you and partners to attend.
	Publish all walkabouts in quarterly newsletter
	Published in Newsletter
	
	100%
	100%
	
	

	5. Anti-Social Behaviour

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.
	
	
	
	
	
	
	

	1. Ensure every complaint has a named member of staff responsible for establishing an action plan to resolve the matter.
	100%
	ASB Log
	Monitoring of performance commenced Q2

	N/A
	100%
	
	

	2. We will keep you fully informed throughout and agree timescales for this with you.
	95% satisfaction
	Qtly
ASB survey
	Commenced monitoring Q2 – poor performance. Recently introduced new procedures and training
	N/A
	75%
	
	

	3. We will acknowledge all reports of anti-social behaviour within 24 hours of receipt.
	100%
	Qtly
ASB Log
	Commenced monitoring Q2 – poor performance, recently introduced new procedures and training
	N/A
	71%
	
	

	4. We will respond to all reports of discrimination (HATE crime) the same date of receipt.
	100%
	Qtly
ASB Log
	Only 1 report of HATE crime in Q2
	No reports received
	100%
	
	

	5. 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.
	100% satisfaction
	Recorded through action plan 
	Introduced as part of new ASB procedures at Q2

	N/A
	100%
	
	

	6. 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.
	n/a
	ASB Log 
	Monitoring commences Q3, when new IT system in place. 
	N/A
	N/A 
	
	

	7. 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.
	80% satisfaction
	ASB Survey
	Very small number of returns – currently working to increase return rate
	100%
	100%
	
	

	HOME STANDARD
	
	
	
	
	
	
	

	6. Repairs and Maintenance

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

	1. 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.
	Routine = 99%
Urgent = 99%
Emergency =100%
	KPI
	
	100%

100%

100%
	100%

100%

100%
	
	

	2. We will always offer an appointment for urgent and routine repairs which will be to call am, pm, or between 10 a.m., and 3 p.m. during the day.
	100%
	Repairs Survey
	Most of the 14% unappointed jobs relate to external works, we need to improve recording systems so it reflects actual performance
	84%
	86%
	
	

	3. 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.
	100%
	Automated within repairs system for all repairs
	
	100%
	100%
	
	

	4. We will provide an out of normal working hour’s service for emergency repairs.
	Respond within 2 hrs of call

99% satisfaction
	Tunstall (our out of hours agents) currently in process of setting up appropriate performance reporting mechanisms. Target is to report performance from 2011 Q4

New customer satisfaction survey being developed to measure satisfaction with out of hours service.



	5. 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.
	99%

Annually
	Repairs telephone survey
	Performance figures will be reported at Q4 2011


	N/A
	N/A
	N/A
	

	6. We will always show you identification when we visit you at home.
	100% satisfaction
	Qtly survey
	Qtly survey
	80%


	83%
	
	

	7. We will always use dust sheets or shoe covers when carrying out repairs in your home.
	100% satisfaction
	
	
	99%
	99.6%
	
	

	8. We will provide you with details of how much we spend on repairs and maintenance.
	Annual
	Through Tenants Annual Report
	Reported in 2011 Tenants Annual Report
	NA
	100%
	NA
	NA

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

	1. We will ensure that we service all gas appliances annually.
	100%
	Qtly
	
	100%
	100%
	
	

	2. We will ensure that we service solid fuel appliances annually.
	100%
	Qtly
	
	100%
	100%
	
	

	3. Have in place a programme for external painting to your property and painting of communal areas.
	100% of programmed works by Q4
	Annual
	Updated position for Q1 & Q2. On target to achieve 100% for Q4
	40% Complete - on target
	90% Complete – on target
	
	

	4. We will always respect the areas we are working in and leave them in a clean and tidy condition.
	99% satisfaction
	Decent Homes Qtly satisfaction survey

	 Decent Homes  commenced June 2011
	N/A
	90%
	
	

	5. We will always show identification for all repairs staff and contractors.
	99% satisfaction
	Decent Homes Qtly survey
	Commenced June 2011
	N/A
	84.1%
	
	

	6. We will always provide you with a named staff member to contact, so you know who to speak to if you have an enquiry.
	99% satisfaction
	Decent Homes Qtly survey
	Each property is provided with a board identifying the site team and giving details of who to contact
	N/A
	100%
	
	

	7. If problems do arise, we will agree timescales with you to put it right and keep you updated.


	99% satisfaction
	Decent Homes Qtly survey
	Some initial problems, now resolved, expect Q3 performance improvement
	N/A


	87%
	
	

	8. Decent Homes Plus

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.
	
	
	
	
	
	
	

	1. Provide you with an option to have an over bath shower or shower and shower tray installed when your bathroom is being re-fitted.
	100%
	Incorporated into DH standard specification.
	Programme commenced June 2011
	N/A
	100%
	
	

	2. We will work to improve energy efficiency to your home.  For example, reducing fuel bills and carbon emissions.
	Identify homes with a poor energy rating <55, and place in 5 year programme to improve.
	
	List of properties identified targeting to commit works to start programme by April 2012

	3. 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.
	99% satisfaction
	Incorporated into DH standard specification


	Programme commenced June 2011
	N/A
	100%
	
	

	TENANCY STANDARD
	
	
	
	
	
	
	

	9. Empty Property

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.
	
	
	
	
	
	
	

	1. We will ensure that when we let our properties we always meet our lettable standard, as agreed with tenants.
	80% satisfaction
	Post allocation Survey
	Commenced Q2
	N/A
	100%
	
	

	2. Provide all new tenants with an information pack about their new home and the services we provide.
	99%
	Post allocation survey
	Commenced monitoring Q2
	N/A
	100%
	
	

	10. Financial Inclusion

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

	1. 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.
	100%
	Money advice survey
	Commenced monitoring Q2
	N/A
	93.1%
	
	

	2. We will offer a money advice service to all tenants who are struggling financially.
	Appointments to 100% of requests.
	Money Advice monitoring log
	
	100%
	100%
	
	



                Achieved                                            On Target to Achieve by Q4                                Currently Below Target 
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