[image: image1.png]/)

Coast&
Country



                             







Tenant Services
Our service charter

Introduction

This service charter outlines the conditions that Coast & Country requires Tenant Services staff to adhere to in respect of customer service and service delivery.

All members of staff will be required to sign and return the outlined mandate to confirm they have read, understood, accept and agree to abide by this charter.
We will carry out customer surveys on an ongoing basis to make sure that staff are keeping to the service charter.   Performance against this will be taken into consideration in one to one performance meetings and appraisals.

Customer codes

Staff will provide a high quality service that is customer focused, fair and accessible to all.  They will deal with customers in a friendly, courteous and helpful manner, whilst being respectful and professional.  They will ensure the highest standards of customer care are achieved at all times.
Staff will strive to deliver a ‘right first time – every time’ service and will be committed to demonstrating the company values in all areas of their work.
Being fair

A firm but fair, risk based approach will be taken, giving support and advice to all customers but tailoring this to those people who need it the most.

Staff will treat customers fairly, ensuring everyone has equal access to our services.  This will include arranging interpreter services appropriate to the needs of customers and providing customers with a range of information in the format most appropriate to the customers needs.

Staff will not use language or display behaviour that is sexist, racist, or otherwise discriminatory or that is likely to cause offence.

Being customer focused

Staff will provide a swift and effective response to all enquiries in line with customer service standards and agreed targets.  This will include personal callers, home visits, telephone calls, emails, texts and responding to formal complaints.   
Staff will always wear identity badges and ID will be presented whenever home visits are carried out.

Staff will respect the privacy and confidentiality of all information given.  They will only discuss Coast & Country matters where it is a requirement of their post, for example partnership working.  They will not refer to any Coast & Country matter in an adverse or negative manner.

We will hold information from the About You form and staff will utilise this wherever possible to provide a bespoke service tailored to specific customers needs.

Staff will provide an effective and efficient housing debt prevention and recovery service.  This will include maximising housing and welfare benefit income for all customers.  They will strive to reduce debt levels to current and former tenants through a rent first culture by giving sensitive and appropriate help and advice.

Staff will provide services outside usual office hours as agreed and if required, for example to gather evidence on anti social behaviour cases

Staff will attend residents meetings (both within and outside office hours) where appropriate to represent Coast & Country and discuss housing management issues with residents. 
Being open and transparent
If there is a problem or a delay in providing a service, the staff will advise the customer of this, with the reason why and given timescales for putting it right.   Staff will apologise if things go wrong, and will put it right as fast as they can.

Staff will refuse any gift or hospitality likely to be perceived as showing favouritism or unfairness.

Staff will be aware of the full range of ways that customers can become involved in the company to shape, influence and give feedback on our services.  They will promote these to customers whenever they can.

Being accountable

Staff will achieve an excellent housing service that contributes towards a quality product that improves and contributes to sustainable neighbourhoods and excellent quality of life for residents.

Staff will show a positive and flexible attitude in their work, to deliver accurate information in an appropriate and timely manner.  They will take responsibility for their work and ownership of problems to get them successfully resolved.

Staff will always take account of health and safety issues which will affect themselves, colleagues or customers.

Being forward thinking

Staff will take a planned approach to service delivery but will react to specific issues and problems as required.

Staff will liaise with colleagues,  partners and stakeholders to create effective working relationships that will benefit our customers and our communities, for example to minimise debt, resolve neighbour disputes, address anti social behaviour problems and increase customer satisfaction.

Staff will promote value for money in all aspects of their role and always look to continuously improve the service to customers.

Being proud and passionate

Staff will take pride in everything they do …. all the time ….. every time.
Copies of this service charter will be issued to tenants who feel that any section of the code has been breached.

I ………………………………………………………………………………

confirm I have read, understand and agree to abide by Coast & Country’s service charter for Tenant Services staff.

Signed ………………………………………………………………………

Job role ……………………………………………………………………..

Date ………………………………………………………………………….
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