


Repairs

* We will ensure that 80% of customers are a,;"
satisfied with their repair appointment time  %75¢

* We will complete 85% of S
repairs to your overall satisfaction “%,,ﬁi

We will complete 85% of repairs without
having to return because of inaccurate TS
diagnosis, lack of skills, fools or equipment  %/,¢

We will provide a repairs service which has
satisfaction of over 90% with the following — #.\,%
areas: quality, fidiness, behaviour oo

We will carry out fechnical post inspections
of 50% of repairs either by visiting you at LAY
home or checking over the phone oo

Where more than one visit is required for a
repair, we will make an appointment at the first
visit and keep you informed of any changes

We will ensure that 85% of residents are satisfied

with the colour choices they receive e,
when we carry out kitchen and e
bathroom replacements B

We will ensure that 85% of residents are satisfied
with the information they receive, and the
consultation process, when we carry out #\’\;"
kitchen and bathroom replacements oy

We will assess your needs for aids and .
adaptations within two weeks and let you <\t
know how your request will be dealt with  "u®

we will ensure a minimum of 80% of residents
are satisfied with the service they receive

when carrying out the annual gas Kﬁ‘("’
safety checks oy
We will service 100% of gas appliances f\’\;"
once a year to check they are safe o

We will carry out external work to your property
every five years

When we let properties they will be clean,
secure and in a good state of repair and meet
our lettable standard. This standard will be
made available on our website and to residents
before they move in.

Moving home

We will let properties within an average a\,\;"
of 25 days of them becoming vacant oyt
We will provide advice and decisions for  #3%
mutual exchange within 42 days oo

We will publish information and provide advice
on moving home

We will provide residents with a financial
incentive to move to a smaller property where
they are under occupying their home and a
similar offer has not been taken up with the
Local Authority.

Your tenancy

%

We will visit 90% of residents within the first — #0i%
four weeks of moving into their new home

‘0‘737429\3
We will provide support for residents who need
help to manage their tenancy

We will take the appropriate action against
residents who are breaking the rules of their
tenancy, but only evict people as a last resort

We will provide a phone line for residents to
anonymously report suspected sub-leftting and
other fraud.

Anti Social Behaviour (ASB)

We will keep you updated on the progress of
your ASB case and let you know when the case
is closed

We will use the full range of powers available to
us and work with other organisations to tackle
ASB

OUR SERVICE PLEDGE for tenants

* We will publish the results of action we have

taken to deal with ASB

¢ We will respond to urgent cases of ASB e.g.

racial harassment, domestic violence, hate
crime, within 24 hours

* We will respond to non urgent cases of

ASB within 5 working days.

Neighbourhood management
* We will set targets for communal repair response

times with residents and contractors and

ensure that over 90% are delivered Fa
within published timescales ot
We will provide a cleaning and gardening
service with resident satisfaction of LA
over 60% Bl
We will ensure that a minimum of 90% of sites
meet the required standard LAl

after each contractor visit

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 agree local priorities and actions with
residents on Neighbourhood Projects

We will support community initiatives which
benefit our residents at a local level.
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