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Chester & District Housing Trust 

Service Standards

'We are committed to ensuring the best standards of service delivery based on customer involvement, partnership, value for money, innovation and continuous improvement'
What are service standards?

These are standards of service which explain to our customers the quality of service they can expect.

Who sets the standards?

We set the standards by working with our customers. This guarantees that the services we provide meet your needs. We aim to make sure that our standards are challenging and compare favourably with others.

We will review the standards annually to make sure we provide the best service.

What standards of service will I receive?

· Customer service

· 

 HYPERLINK  \l "Equality_and_diversity" 

Equality_and_diversity

· Resident involvement
· Performance_monitoring
· Property_allocations_and_lettings
· Homelessness_and_your_housing_options
· Income collection
· Rents_and_service_charges
· Benefit advice
· Tenancy_support_and_estate_management
· Tenancy_support
· Tenancy_and_estate_management
· Anti_social_behaviour
· Leaseholder management
· Buying_your_home_from_the_Trust
· Leaseholders
· Repairs_and_maintenance
· Responsive repairs
· Gas servicing
· Disabled adaptations
· Regeneration_and_development
Customer Service Standards
You will be:

· Treated with courtesy and respect
· Treated fairly, whatever your age, nationality, race, gender, disability, appearance, religious belief, ethnic origin, sexual orientation or marital status.
· Taken seriously and treated with dignity 
· Have your confidentiality respected
· Able to get clear, accurate and truthful information

We will:

· Have all colleagues wearing name badges
· Issue staff with an identity card that will be worn or shown on request
· Keep appointments we have made or let you know in advance if we need to rearrange

When you phone, we will:

· Answer your phone call within 20 seconds (approximately seven rings)
· Tell you the name of the person who you are speaking to

· Take a message if we can’t deal with you immediately and get the most appropriate person to contact you

· Follow up phone messages within one working day
· Make sure that when our offices are closed an answer phone message will give you details of how to contact the Trust in case of an emergency.

When you write or e-mail, we will:

· Reply to your letter or e-mail within 10 working days.
· Acknowledge more complicated queries within 10 working days, and give you a full response within 15 working days

If you are not able to come to an office, we will:

· Arrange within two days to visit you at home at a convenient time for you

· Arrange within two days an appointment to see you at a convenient location
· We will carry identity cards so you know who we are. If you are still unsure you can always phone the office to check

Never let anyone into your home unless you are sure who they are

Our staff will:

· Help you to complete our forms
· Explain information or documents
· Help provide translation services if you do not speak English as a first language
· Help provide information in various formats to meet your needs

Our offices will:

· Be clean and tidy
· Have disabled access to services where possible
· Provide rooms where you can discuss issues with us in private
· Provide information about Chester & District Housing Trust services
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Equality and diversity service standards
· We will ensure that customers receive equal access to services irrespective of age, nationality, race, gender, disability, appearance, religion, ethnic origin, or sexual orientation
· We will ensure all staff are trained on equalities and diversity issues and ensure they are equipped to deal with customers’ needs
· We will offer an interpreting service to all our customers who have difficulty communicating in English 
· We will provide communication through British Sign Language for those customers who have a difficulty in hearing
· We will make available leaflets and information in large print, on audio tape, in Braille or in different languages as required and we will provide this information within 5 working days
· When we are advertising vacancies for jobs we will guarantee an interview to any person with a long-term limiting illness who meets the basic criteria

· We will ensure that vacant properties which already have adaptations for people with disabilities are allocated to the residents who we believe would benefit most from those existing adaptations
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Resident involvement service standards
· We will consult tenants on changes to service delivery and any issues that may affect their tenancy

· We will monitor our “have your say” – resident involvement statement quarterly and review annually

· We will report annually on customer involvement

· We will offer support at all Tenant & Resident meetings and ensure an officer attends groups on request

· We will pay out of pocket expenses, including allowance towards care costs, to all customers attending focus groups, panel meetings or consultative exercises. We will provide all tenant & resident groups with a handbook of useful information

· We will publish a tenants and residents’ newsletter quarterly

· We will provide residents with meeting rooms where possible

· We will host an annual Residents’ Conference

· We will provide start-up grants for new residents’ associations

· We will provide an annual top-up grant for all recognised Residents’ Associations

· We will provide a training programme for residents, to enable their participation in supporting a service delivery that is of the highest standard
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Performance monitoring service standards
· We will monitor service and performance information and publish results in our newsletter, reception areas and on the Internet (www.cdht.org)

· We will publish performance on complaints quarterly

· We will publish an Annual Performance Report to all our tenants
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Property allocations and lettings service standards
 

· We will ensure your housing application form is processed within 10 working days of receipt of a fully completed application. We will then advise you in writing of the outcome

· We will ensure your application for medical priority is assessed within five working days and advise you in writing of the outcome
· We will make all offers of accommodation by phone wherever possible and confirm the offer in writing within one working day

· We will ensure that you have three working days to decide if you wish to accept the property

· We will ensure that all our empty properties will be left safe and secure. We will take full account of the visual appearance of our empty properties and only use steel security sheeting in exceptional circumstances

· We will ensure that all our empty properties are brought up to our published new home standard

· We will arrange within one working day of acceptance of offer an appointment to sign your tenancy agreement once the property is ready to let

· We will keep you informed on a weekly basis when you have provisionally accepted an offer on the progress of your property, if it is undergoing improvements or repairs

· We will provide an accompanied viewing to you once the property is ready to let, in order to view the property prior to your tenancy starting

· We will provide a welcome pack detailing all the services you will receive from the Housing Trust as well as advice and assistance in applications for Housing Benefit, where applicable

· We will issue a comprehensive tenants handbook to all our new tenants in a plain language format, or any other language or format of your choice.
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Homelessness and your housing options service standards

 

· We will process your housing application in 10 working days of receiving all, fully completed, documentation and advise you in writing of the outcome

· We will offer a housing options interview within one working day of request, including assessment of emergency accommodation provision, where homelessness is threatened

· We will offer a formal homeless interview following a full housing options review where deemed necessary within one working day

· We will undertake comprehensive investigations into your homeless application and seek to make a decision on it within 30 working days

· We will keep you informed following a formal housing options or homeless interview on a weekly basis until we conclude our investigations and assistance

· We will liaise with all appropriate partner agencies and service providers in order to seek solutions to your housing options with the emphasis on prevention of homelessness

· We will ensure that all outcomes and advice given by the Housing Options Team are followed up in writing to you

· We will ensure that emergency housing and homeless advice and assistance is available on a 24-hour, 7 days per week basis with trained officers via a dedicated contact centre.
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Income collection service standards 

Rents and Service Charges
· We will provide quarterly rent statements

· We will notify you in writing at least 28 days before increasing any rent/service charges

· We will provide an official receipt for all rent payments

· We will notify new and amended Direct Debit accounts of their payments within 10 working days

· We will provide a variety of ways for you to pay your rent including direct debit, standing order, AllPay payment card, by post, by phone with your credit or debit cards and via the internet

· We will provide a new or replacement payment card within 5 working days of request

Benefits Advice
· We will arrange for you to see a Benefits Adviser within 5 working days of your request. Either by appointment at an office or visit to your home
· We will respond within 1 working day if you need priority assistance with a rent arrears related bailiff’s warrant, a County Court summons or dealing with an eviction. 
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Tenancy support and estate management service standards
Tenancy Support
· We will visit you at home to assess your support needs within two working days of your request if you need urgent assistance
· We will visit you within five working days if your situation is less urgent 
· We will inform you of the level and type of support you will get within 10 working days of your request
· We will survey and test satisfaction of all customers using Floating Support services to assess the effectiveness of the service 
Tenancy and estate management
· We will let you know within 42 days (this is the statutory time-scale) if your application for an exchange has been agreed

· We will deal with all applications to succeed to, or amend tenancy details within 15 working days of receiving all the required documentation

· We will provide a decision for your request to carry out alterations to your home within 30 working days

· We will ask Chester City Councils’ “Graffiti Busters” to remove any racist/offensive graffiti within one working day of being notified

· We will ask Chester City Council to remove any abandoned vehicles within one working day of being notified

· We will undertake an estate walkabout on your estate three times every year to check the condition of your estate and bring any defects to the attention of the relevant service provider

· We will remove fly tipping or rubbish on Trust land within three working days following a report 

· We will provide you with a community contract for your neighbourhood annually

· We will contact all new tenants within 20 working days to ensure they are settled into their new home and give advice and assistance where necessary

· We will carry out a tenancy audit of all our properties once every three years to ensure condition of property is satisfactory and update household details and identify support needs

· Sheltered schemes will receive 16 cuts, with open spaces and communal areas owned by the Trust receiving 19 cuts between March and October, with all cuttings removed
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Anti-social Behaviour 

· Respond to all reports of serious anti social behaviour and hate crime where there is a risk of violence and or damage to Trust property within 24 hours

· We will respond to all other of reports of anti-social behaviour other than above within three working days

· We will keep victims of anti social behaviour updated about what we are doing about the case on a regular basis 
· We will publicise details of all successful anti-social behaviour orders (ASBOs), injunctions, curfews and evictions for anti-social behaviour on a quarterly basis

· We will measure satisfaction of all complainants of anti social behaviour

· We will use a mediation service to try to resolve disputes between neighbours.
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Leaseholder management service standards
Buying your home from the Trust 

· We will acknowledge receipt of your application within 20 working days

· We will send a house/freehold offer letter within 12 weeks of receipt of an application

· We will send a flat/lease-hold offer within 16 weeks of receipt of an application

· We will instruct the Trusts’ Legal Section within 10 working days of receipt of a tenant’s instruction to proceed with the sale

· We will send all leaseholders a copy of the Leaseholder Handbook. 

Leaseholders 

· We will provide all potential and existing Leaseholders with a Leaseholder handbook
· We will issue Income and Expenditure Accounts with service charge reviews 
· We will provide Leaseholders with a statement of their service charges within five working days of a request
· We will consult all leaseholders on all improvement programmes/major works to be carried out on their home 
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Repairs and maintenance service standards
Responsive Repairs
· We will attend emergency repairs within three hours and complete within 12 hours

· We will offer a morning or afternoon appointment for urgent and routine repairs, where required

· We will offer appointments between the hours of 8am to 5pm Monday to Friday and where our customers cannot provide access during the working day, 8am to 1pm on Saturdays

· We will attend to urgent repairs within three or five working days, depending upon the nature of the problem

· We will attend non-urgent repairs within one calendar month

· If we are only able to carry out a temporary repair we will renew the component within 4 weeks

· We will post inspect any repair you are not satisfied with within 10 working days

· We will provide an emergency service 24 hours a day, 365 days a year

· We will post inspect at least 10% of work carried out to ensure quality is maintained

· We will measure satisfaction for 20% of all response repairs
Gas Servicing
· We will notify you in writing at least two weeks before your annual service is due

· We will carry out an annual safety check to your gas heating appliances

· We will offer appointments between the hours of 8am to 5pm Monday to Friday and where our customers cannot provide access during the working day, 8am to 1pm on Saturdays
Disabled Adaptations


Minor adaptations

· We will process requests following referral by Social Services within two working days
Major aids and adaptations
· Once we have received a major aids and adaptation referral, we will respond within 10 working days with an approximate date of when the approved adaptations will be carried out
Timescales

· We aim to have the adaptations to your home completed in the following target timescales, once an assessment of your needs has been carried out:
· Minor adaptations up to four weeks

· Major adaptations up to 25 weeks

· Stair lifts up to 20 weeks

· Level access showers up to 52 weeks
· We will ensure that adaptations specifically required to accommodate hospital discharges are treated with priority
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Regeneration and Development Service Standards
· We will notify you at least 20 working days before commencing work on your home and provide you with our customer care improvement charter 
· We will provide you with in hours and out of hours telephone contact numbers

· We will measure satisfaction on all capital improvements

· We will leave your home with essential services at the end of each day 
· We will include tenant choices and extras whenever possible 
· We will manage remedial works to defects in your home 
· if your property is affected by our development and regeneration proposals: 
· We will consult with you over our plans
· We will notify you and explain the process in advance of our plans being publicised 

· We will keep you informed through regular newsletters and bulletins
· We will give you the opportunity to influence the design / internal décor of your new home

