OUR SERV'CE PLEDGE for quseholders \:: THAMES VALLEY HOUSING

Our Service Pledge

We aim to provide you with the best
possible service at all times, and want to
be clear and open about the standards of
service you can expect to receive.

Our Service Pledge sets out the

performance we aim to achieve across the

following six key areas:

e Customer care

e Complaints

Resident involvement

e Repairs

Rents and service charges
Neighbourhood management

Why have a Service Pledge?

Our Service Pledge lets you know the level
of performance you can expect from us.

This means you can see how we're
performing against our Service Pledge.

How was the Service Pledge
put together?

We worked with residents to develop our
Service Pledge.

They told us about the service areas that
are important to them, the areas they
wanted measured, and the performance
levels they were looking for across these
services.

We have worked hard to ensure that our
new service pledge reflects this.

Can | see how TVH is performing?
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can track our performance
against the Service Pledge.
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We will publish our Service Pledge
performance on our website.

Link Up, our residents’ magazine, will also
feature regular performance updates.

Customer care

e 80% of the calls to our Customer

Service Centre (CSC) will be £0%
answered in five rings &I
* We will respond to your letters £
within 10 working days

* When you visit our reception we will see
you within 5 minutes of the appointment

&

time, or within 15 minutes if you s
have no appointment (X%
* E-mails sent to info@tvha.co.uk will e
be responded to within Qe
2 working days

* We will ensure that 70% of residents
are satisfied that their issue has
been dealt with by the CSC o3
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?0% of calls will be returned within £
published timescales g

We will ensure that 80% of residents
are satisfied with the service they “
receive from the CSC B o

We will respond to residents’ suggestions
made through the TVH website (which
come to info@tvha.co.uk) within 28
working days with the outcome of their
suggestion

We will offer a choice of appointment
tfimes within our hours of opening

We will make information available in
other languages, large print, Braille and
audio within 10 working days notice

Complaints

* We will respond to 90% of complaints

within 10 working days, and resolve *
80% within 30 working days o

We will ensure that 50% of residents
are satisfied with the way their S
complaint is handled o

We will publish annual information on
the number, nature and outcomes of
complaints

We will provide you with an annual
statement of complaint numbers for your
scheme.



& g
N

Resident involvement

We will inform residents how they can
take part, in a leaflet and via our website

We will publicise the dates of meetings
which you can attend as a resident

We will publicise the outcomes of resident
meetings within 4 weeks of the meeting
date

We will publicise resident training
opportunities in a leaflet and via our
website

We will produce articles, information
and support which actively encourages
residents to tfake part

We will provide details of our resident
involvement team on the website

Repairs

We will provide estimated costs for
residents which are within 10% of the
actual costs

We will always let you know in advance of
any upcoming major works or decoration
of your home, carry out an inspection

and consult with you on choices and
costs

We will deliver a cyclical programme
which has satisfaction levels of “
over 70%. Bl aF

Rents and service charges

We will ensure that 65% of residents
are satisfied with the accuracy of
their service charge statement

We will provide free independent advice
for shared owners falling behind with their
rent payments

We will provide the following range of
methods to pay rent and service charges:
Direct debit, on-line, telephone, cheque,
rent payment card, standing order

We will let you know if you are in rent
arrears and any action we intend to take
to recover them.

Neighbourhood management

* We will provide information in communal

areas about who your Neighbourhood
Officer is, when they visit your site

and how you can be involved in site
inspections

We will set targets for communal repair
response times with residents and
contractors and ensure that over

90% are delivered within S
published timescales Ry
We will provide a cleaning and
gardening service which has

resident satisfaction levels of )
over 60% o
We will ensure that a minimum of

90% of sites meet the required

standard after each e
contractor visit. o
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