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Customer Service Standards
Our commitment to you
We will put our residents first.
 We will strive to get things right the first time, every time.
 We will keep you informed when you contact us
 We will listen to your feedback and use it to improve the
quality of the homes and services we provide
What you can expect from us
 We will adopt a ‘can-do’ approach. If we cannot resolve your query immediately, we will explain why and provide a clear timescale.
We will keep you updated so that you do not have to chase us for information.
We will always be respectful, polite, and helpful.
We will communicate with you, and deliver services to you in a way that suits your needs.
[bookmark: _Hlk196924459]We encourage you to provide feedback through surveys, resident meetings and in other ways offered through our Menu of Involvement.
[bookmark: _Hlk196923707]
What we expect from you
To be respectful, courteous, and patient. We have zero tolerance for abusive language or violence towards staff.
To give us the correct information on time and keep us up to date with any changes to your household, contact details or circumstances.
To give us plenty of notice if you need to change your appointment, and we will do the same.
To live in your home as your main home and not rent out your home to someone else while you're away.
To keep on top of your rent payments.
To dispose of your rubbish promptly and leave communal areas unobstructed.
To keep your home in good order including maintaining your garden.
To provide feedback, as we value your feedback which helps us to improve our services and performance.
To ask for permission to make improvements to the property
To take responsibility for the behaviour of anyone who lives with you or visits you in your home.
To show consideration for your neighbours and your wider community at all times.

Making contact with us
You can:		Telephone us on 020 8523 9433
E mail us at info@fridayhilltmo.org.uk 
Write to us at The Chingdale Centre, 19 Chingdale Road,
Chingford, London E4 6HZ
Telephoning us
We will answer your telephone call promptly and introduce ourselves by name.
Visting our offices 
We will greet you quickly and ensure we are on time for any scheduled appointment.
We will provide a private area for you to talk to us if required.
Home visits
Where possible, we will arrange an appointment in advance and explain the purpose of the visit.
When we visit, we will be on time and we will always show an identity card.
If you are not at home we will leave a letter or calling card.
When visiting your home, we will respect your values, culture, and privacy.


Repairs service
You can report a repair by calling us on 020 8523 9433, by sending us an email or calling into the office.
Our team will handle your request and keep you updated on the progress.
Emergency Repairs
Emergency repairs are repairs that are necessary to prevent serious damage to your building, danger to health and safety or risk of serious loss or damage to your property. There are two types of emergency repair ‘Critical’ Emergency Repairs and ‘Essential’ Emergency Repairs.
Critical emergency repairs
We aim to attend to and repair or make safe critical emergency repairs within 4 hours. Critical emergency repairs include but are not restricted to the following
Severe leaks
Full Electrical failure
Break-ins where the property is insecure
Fire damage
Full water failure (after establishing not common to the local area)
External door/gate jammed shut
(not due to loss of keys and only where there is no alternative route of exit)
Severe communal hazard where a number of persons could be exposed
(e.g. open wires)
Exposed raw sewage (not blocked toilet but overflowing)
Structural collapse (e.g. to make an area safe)
Fire Alarm Activation
Communal heating system failure (multiple properties)


Essential emergency repairs
We aim to repair or make safe essential emergency repairs within 24 hours or by the end of the next working day. Essential emergency repairs include but are not restricted to the following
Partial loss of electric power
Blocked sink or bath
Tap will not turn off
Loose handrails
The mechanical Extractor fan internal to the kitchen or bathroom not working
Repair to defective front or back door
Contained leak
Defective toilet cistern or overflow
Repairs to ground floor windows where there is a security risk
Gas central heating systems, hot water or heating failure where no other source of hot water is available – arranged through the Council’s contractor.
Routine (non-emergency) repairs
We aim to complete all other types of repairs, including communal repairs within 28 days. This does not include repairs that are part of a planned or cyclical programme of works as these are carried out by the London borough of Waltham Forest. 

Adaptions in the home
If you are a tenant seeking support with adaptations to your home, please visit the ‘adapting your home’ website page for more information at www.walthamforest.gov.uk


Anti-social behaviour
For severe issues such as racial harassment, hate crime, or threats of violence, we will make contact within one working day.
For all other cases, we will make contact within five working days.

Rents
If you are having difficulty paying your rent please speak to us so that we can support you.
We can discuss affordable repayment agreements if you are in arrears.
We can signpost you to support agencies and a range of free money management services and benefits advice. 

Confidentiality
We will treat all information provided to us in accordance with the General Data Protection Regulation (GDPR) which is documented in our Privacy Information policy.

On your estates
Fly-tipping reported on our land will be removed within seven days.
Offensive graffiti will be removed within 24 hours of notification.

Well-being
We will make contact within one working day if there are reports of domestic violence, safeguarding concerns, or vulnerability.
We work in partnership with local authorities and other partners to handle all safeguarding reports and data will only be shared with your permission unless the situation is critical.
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