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How to contact us

Our Customer
Service Centre: Open 8am to 8pm Monday to Friday

Phone: 0300 303 1771 - for all mainland residents

0300 303 1772 - for Isle of Wight residents
0300 303 1682 - for Bengali-speaking residents
0300 303 1683 - for Turkish-speaking residents

Email: service.centre@shgroup.org.uk

Address: Southern Housing Group
PO Box 643, Horsham

West Sussex RH12 1X]

If you would like this document in Braille, in large print or on
audio (tape or CD), in another language please contact the
Customer Service Centre.

Text Relay

If you have a textphone, you can contact us by calling the Text Relay
service and typing in the message you want passed on to us. The
Text Relay operator will phone us to read out your message and

will then send you our response through your textphone.

To use this service, dial:

® 18001 if you are a text user, or
¢ 18002 if you are hearing user,
before the number you are using.




Our service standards 2009 to 2012

Our service standards outline our commitment to
you, how you can use the services we provide, and
what service standards you can expect. Our standards
support the aims and values in our corporate plan

to show how we are a ‘progressive, responsible,
inclusive and reliable’ organisation.

Our standards include our overall commitment to customer
care for all our customers, with further sections relating to
the different services that we provide specifically for residents.

We regularly use these standards to check how we are
performing and we will provide reports on our performance
through links on our website and in newsletters.

We have spoken with you extensively to develop our
standards to make sure we are meeting your expectations
and focusing on what is most important to you.

These service standards are a guideline only and do not
affect or change our legal obligations to you as our resident,
or your legal obligations to us as your landlord.

If you need any more information about our standards,
please contact our Customer Service Centre.
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1. Access and customer care

e provide a high-quality service at all times

e make sure our staff and contractors are polite and professional

e make sure that all our customers have equal access to services

e deal with your enquiries quickly and properly

e give you the chance to comment on and help us improve our services
¢ make sure we offer you value for money, and

* make sure our services provide you with a range of choices.

How we will do this

If you phone us We will:
e make sure that we answer 80% of phone
calls to our Customer Service Centre within
20 seconds, and

WY \"q e use the time when you are on hold to let
5 \ you know about the busiest and quietest

- calling times. Our response times may
change depending on the level of calls we
are receiving at the time of your call, so it
would be unrealistic and unfair to you for
us to commit to exact times for each call.

We wiill also:

e reply to direct-dial landline or mobile phone
calls within six rings or offer the option for
you to leave a voicemail message, and

e respond to messages left on voicemalil
within 24 hours, unless we give you
another timescale.
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Access and customer care

If you email or
write to us

We will:
¢ respond to your letters within
10 working days

e respond to your emails within five
working days, or

¢ let you know who is looking into your
enquiry and when you can expect a reply
if we can’t deal with it in that time.

If you visit our
main offices

e our opening times will be clearly displayed

e our reception areas will be clean, tidy,
display up-to-date information and provide
toilets

¢ you will be met by a polite and professional
member of staff who will be wearing an
identification badge with a photograph, and

¢ you will be offered the option of a private
interview room.

If we visit
your home

A X

e our staff and contractors will wear an
identification badge with a photograph
at all times

e our staff and contractors will wear shoe
covers inside your home if you want them
to, and

e we will visit you at a convenient time for
you and, wherever possible, offer you early
morning or evening visits (between 8am
and 8pm).

Access and customer care

Equal access to
our services

O

We will:

provide access to our main offices
for disabled visitors

provide you with the use of a hearing loop
in our offices

provide you with translation and
interpreting services in our offices, over
the phone, or when you write to us

provide information in Braille, large print or
as an audio copy (tape or CD), and

keep our Customer Service Centre open
between 8am and 8pm, Monday to Friday.

Complaints - if we
get it wrong

We wiill:

give you an individual case reference
number when you make a complaint

investigate and let you know the outcome
within a timescale we agree with you

apologise and settle the complaint as
quickly as we can

give you the chance to fill in a satisfaction
survey on how your complaint was handled
and, when possible, let you know how we
have learned from any of our mistakes, and

clearly promote our complaints procedure
on our website and in our written material.

Specific service
standards

we have produced and will promote
service standards that are specific to all
our different services. We will also provide
annual reports that will compare our
performance to the standards we expect.




Access and customer care

Communication We wiill:
e agree with you how often we produce
and distribute your local newsletters

e produce and distribute three issues of our
residents’ publication ‘Open Door’ each
year, and

e make sure our website is up to date
and easy to use.

Consultation We will:
¢ be open about our work and ask for your
opinions, using a wide range of methods

¢ show you how your views have improved
our services, and

e encourage both tenants and leaseholders
to become members of representative
forums and groups.

Southern Housing Group // Our service standards

2. Managing where you live

e provide you with a high-quality service at all times
* make sure we keep where you live clean and tidy

 give you the chance to comment on and help us improve
our services, and

* make sure our services provide you with a range of choices.

ow we will do this

Estate and Scheme  We wiill:

inspections e inspect where you live at times we agree
with you (monthly, or every three or six
months)

e with you, set an annual minimum average
score for where you live on issues such as
cleanliness and appearance (where we do
not achieve this score we will set up an estate
action plan and send you a copy of it), and

publish planned inspection dates every
six months



Managing where you live

Cleaning and
gardening services

Parking and
abandoned
vehicles

* encourage you to get involved with the
inspections and offer you a choice of times
for inspections and at least one evening
inspection a year, and

¢ tell you the results of the inspection, and
the score, within five working days (if you
are involved with the inspection).

We will:

e offer you a review meeting or survey
every year to talk to you and check our
performance and your satisfaction with
our services

e display the work schedules in shared
(communal) areas where we can

e carry out a series of customer service
inspections three times a year. A group
of trained residents will carry out random
inspections and tell us what they find

e get rid of all offensive graffiti within one
working day of being told about it, and

e remove illegally dumped rubbish within
five working days of being told about it,
unless there are arrangements already in
place with the local authority.

We will:

¢ speak with you before we introduce any
local parking management arrangements,
and

* put stickers on untaxed or abandoned
vehicles and start taking steps to remove
the vehicles within five working days of
being told about them.

Managing where you live

Antisocial If you report an antisocial behaviour incident
behaviour that we think is high risk, we will contact you
within 24 hours (this includes serious crime,
violence, serious damage to property, hate
crime and domestic violence).

If you report an antisocial behaviour incident
that we think is medium risk, we will contact
you within five working days (this includes
less serious crime, verbal abuse, high-level
noise nuisance, and aggressive behaviour).

If you report an antisocial behaviour incident
that we think is low risk, we will contact you
within 10 working days (this includes disputes
with neighbours, low-level noise nuisance,
and other less serious offences).

We will:
e offer to agree and write down an action
plan with you on all high risk cases

e keep you up to date with your case at least
every 10 days, unless we agree something
different with you, and

e contact you when we close your case,
and give you reasons for the decision and
action we have taken.
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3. Repairs and maintenance

e provide a high-quality service at all times
¢ give you the chance to comment on and help us improve

our services, and

e make sure our services provide you with a range of choices.

How we will do this

10

Quality checks

We will:
e visit you and carry out quality inspections
(10% of all repairs every month)

e carry out random telephone satisfaction
surveys (10% of all repairs every month),
and

e make sure all complaints about the quality
of our repairs service are followed up by an
inspection (if you ask for one).

Customer
satisfaction

We will:
¢ make sure we offer you an appointment
to carry out repairs

e try and make sure any repairs are
completed in one visit (sometimes we may
need to visit your home more than once),
and

e make sure your repair is completed within
a reasonable time limit.

Access and
customer care

We will:
e make sure all our contractors keep to our
access and customer care service standards.

Consultation

We will:
e offer you the chance to get involved in
choosing and monitoring contractors.

Gas safety

We will:

e make sure you have an appointment for
your yearly gas safety check if you rent your
home.

Emergency repairs

We will:
e provide a 24-hour emergency repair service.

Improvements to
your home

We will:

e give you a decision about any application
to carry out alterations to your home
within 28 days.

Decoration of
communal areas

We wiill:

* redecorate outside and inside shared areas
every five years (currently seven years
for James Butcher Housing Association
residents and some internal blocks), and

e give you a minimum four weeks’ notice
before we start redecorating.

11
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4. Paying your rent and service charge

e provide you with a high-quality service at all times

e give you the chance to comment on and help us improve
our services, and

e make sure our services provide you with a range of choices.

How we will do this

Ways of paying We will offer you different ways to pay,
including:

e direct debit

¢ debit or credit card payments which you can
pay online, by text message, on the phone
with our automated service, direct to our
Paypoint Customer Service Centre or with allpay, and
e cash, cheque or debit or credit card using
a PayMate swipe card at a Post Office, local
store or petrol station where the PayPoint
sign is displayed.

Making a payment  We will:
* make sure that your payment is on your
rent or service charge account within two
working days.

If you pay by cheque this will be from the day
we receive the cheque.

If for any reason your payment is not showing
we will investigate.

Statements We wiill:

* send you a statement every three months if
you rent your home. If you are a leaseholder,
shared owner or freeholder you will receive
a statement every six months.

You can also:

e ask for a copy of your statement from our
Customer Service Centre, (we will send you
one within three working days), and

* |ook at your statement online at any time.

Changes in charges  We will:
e tell you, in writing, about any change to your
rent and service charges at least one month
before it happens.

If you fall behind We wiill:
with your rent or ¢ let know how much you owe and ask you
service charges to pay within seven days, and

e offer to help you fill in your application form
if you are claiming Housing Benefit.

"
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Paying your rent and service charge

Court action We wiill take court action against you if:

¢ you have failed to keep to all previous
agreements or we cannot reach an
agreement with you

e we cannot claim any money you owe
directly from your benefits

¢ we have served you with the relevant legal
notices and documents, and

¢ you have told us about any problems or
difficulties you are having and we have
already offered you support with these.

Debt-advice We will:

agencies  refer you to appropriate debt agencies or
to our financial inclusion team service if you
rent your home and are having financial
difficulties or you need debt advice, and

* refer you to other agencies as appropriate if
you own or part-own your home.

Customer We will:
satisfaction e contact an average of 60 residents a

month to ask how satisfied they are with
— our service.
E‘l-'-_-‘““'m @
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5. Major work inside your home and in
shared (communal) areas

* provide a high-quality service at all times

* make sure your home is in a good condition and meets
modern standards

* give you the chance to comment on and help us improve
our services, and

* make sure our services provide you with a range of choices.

e will do this

Consultation Before we start any work programme
we will:

* write to you explaining our plans and how
long the work will take, as early as we
can (at least eight weeks before we begin
work)

e tell you our plans, find out your views
and find out if you have any specific
needs or requirements, at least four
weeks before we begin work, (by an open
meeting, a face-to-face interview, a phone
conversation or in writing)

* introduce you to our contractor at a
meeting or by letter, at least two weeks
before we begin work

* at least two weeks before we begin work
in your home, we will offer you choices
(where possible), talk to you about your
needs and agree how long the work
will take, and

e 15
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Major work inside your home and in shared (communal) areas

e on our larger projects, we will offer
you the chance to choose a resident
representative who will be involved in
appointing contractors and who will join
the project management team.

Starting the work We will:
* give you at least two weeks’ notice if we
need to access your home

 offer you a convenient appointment time

e give you a ‘residents information pack’ no
later then two weeks before we start work

* give you the contact details of someone
you can speak to if you have any questions

* make sure our contractors treat you and
your home with respect, and

* make sure we keep you up to date with
the work we are doing.

Finishing the work  \We wiill:
* offer you the chance to inspect and check
that the work has been completed to a
good standard

* make sure our contractors give you the
instructions for new equipment or fittings
or show you how to use them, and

* give you a customer satisfaction survey
SO we can get your comments and
use this information to improve future
programmes.
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6. Home ownership

e provide a high quality-service at all times

¢ give you the chance to comment on and help us improve
our services, and

e make sure our services provide you with a range of choices.

How we will do this

Communication When you move into your home we will:
e give you a handbook with information

about our services, and

e agree with you how often we produce
and distribute your local newsletters.

Applying to buy
your home

When you apply to buy your home we will:
e give you an application pack within five
working days of you asking for one

e |et you know within 10 working days if we
have accepted your application, and

e offer you a free financial interview and put
you in touch with mortgage advisers.

If you want to sell your home we will:

e give you an information leaflet within five
working days

e tell you about any costs or fees you may
have to pay within five working days

e arrange for a valuer to contact you to value
your home within five working days of
receiving your valuation payment, and

17




Home ownership

° he|p you find a buyer within the times set Southern Housing Group // Our service standards
out in your lease or let you find your own 7. Lettings and allocations
buyer.
Remortgaging If you tell us you want to remortgage your

home we will | Weaim to: 4

* respond to your application to e provide you with a high-quality service at all times
remortgage your home within

10 working days. e relet our properties quickly and in a good condition
e give you the chance to comment on and help us improve
Buying or selling If you tell us you want to buy or sell shares our services
shares in your home in your home, we will: e make sure our services provide you with a range of choices, and

e provide you with an information leaflet
within five working days

e within five working days of receiving your
valuation payment arrange for a valuer to . .
contact you to arrange an appointment to
value your home, and

e |et our properties to those that need them most.

L . We will:
e complete the application process in line e put our lettings policy on our website and,
with legal time limits. if you ask, give you a copy (in writing)
within five working days.
Extending If you tell us you want to extend your lease
your lease we will: If you are applying to become one of our residents for the first time,

e |let you know within 10 working days if
your application has been accepted

e appoint a valuer within five working days
of receiving your enquiry and claim any
fees or costs at the end of the process, and

we will do the following:

For people on the We will:
waiting list e give you information about where we have
waiting lists (if you are applying direct)
within five working days of you applying
e review your application each year, and

e assess your application within 10 working
days of receiving it.

e complete the application process in line
with legal time limits.

For people We will:
nominated by a e give you a date for an interview, which
local authority will be within four days of you being put

forward by a local authority, and




Lettings and allocations

Y ask you to te” us your Support needs If Southern Housing Group // Our service standards

you have any and put you in touch with 8. Housing for older peop|e
relevant support agencies.

For everyone who  We wiill:

is applying e give you at least 48 hours’ notice of any
B:ggg:g x\',?t"r‘]";‘gu and arrange to view the » provide a high-quality service at all times
« give you details of our ‘moving in’ property * make sure your needs are regularly checked and provided for
standard with our offer letter  give you the chance to comment on and help us improve
e give you an information pack about our our services, and
services when you sign your tenancy * make sure our services provide you with a range of choices.
agreement

e carry out a satisfaction survey to get your

comments about our lettings service, and How we plan do this

e arrange to visit you to see how you

L S Support p|ans We will:
are s_ettll.ng in within six weeks of you « meet you and carry out a full support plan
maving in. with you at least once a year, and we will
carry out a review within six months, and
If you are one of our residents applying for e offer you a copy of the plan or review within
transfer we will: five working days of our meeting.

e give you advice about moving and your
housing options

e assess your application within 10 working
days of receiving it, and

e review your transfer application each year.

If we know that your circumstances have
changed, we will carry out extra reviews.

Community We will:

alarm service e provide 24-hour community alarm services
every day of the year, and give you the chance
to comment on the service you receive.

21
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Housing for older people

Our staff

Scheme inspections

Communication

We wiill:
¢ always wear an identification badge with
a photograph, and

 offer you the option of a daily call or visit.

We wiill:

e carry out a scheme inspection every two
months and we will encourage you to
come along

* publish the times and dates of inspections
six months beforehand, and

e tell you the results of all inspections within
five working days.

We will:
e provide notice boards at all schemes, and

e produce and distribute scheme newsletters
every three months.

Activities that take place in shared facilities are
open to everyone and we will promote and
publicise them.
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9. Housing for residents needing support

e provide a high-quality service at all times

e make sure we provide you with the specific services you need

¢ give you the chance to comment on and help us improve

our services, and

e make sure our services provide you with a range of choices.

How we will do this

Support plans

We will:
e meet you and carry out a full support plan
with you at least four times a year

e carry out extra reviews where we know
circumstances have changed, and

e give you a copy of your plan or review
within five working days of the meeting.

Community
alarm service

We wiill:

e provide an out-of-hours community alarm
service for schemes which are not covered
everyday.



Housing for residents needing support

Our scheme staff We wiill:
— ¢ always wear an identification badge with
y a photograph
guﬂjﬂ'“- "' e work with you to achieve the aims set
ety Ao out in support plans, and
Y

e work with other agencies to make sure
you have a wide range of support.

Scheme inspections We wiill:
e carry out monthly scheme inspections, and

e let you know the results from all
inspections within five working days
of the inspection.

Communication We will:
¢ provide notice boards at all schemes, and

e provide and distribute newsletters every
three months.
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Translations

This publication provides information on the service standards you
can expect from your landlord, Southern Housing Group. To ask for
a copy of this in another language, in Braille, large print or as an
audio copy (tape or CD) please call 0300 303 1771.

Arabic 4.‘:_94;4 UG:J\ Sl (e Aaaial) caleaaldl J:\:!lM d_,; Q\A)SM 'BJM\ oda eﬁﬁ
Cagong sl el Ay ol el Aas e Jgeaall giall (IS
0300 303 1771 8,1 Juai¥) ola il i um At i €5,

Bengali a7 sToeTe ewid 2Iefer 2Fto/ I 1A S/ @ PRE Nawe s
TR O BT U O3 AFMHIN AACR | O G0 U, G20, IS
30 qys S A1 a3l Sfee 3 tors ez +&« 0300 303 1682
T TS FLA |

French Cette publication fournit des informations sur les normes
de services auxquelles vous pouvez vous attendre de la
part de votre propriétaire, le Southern Housing Group.
Pour en demander un exemplaire en francais, en braille,
en gros caractéres ou une version audio, veuillez appeler
le 0300 303 1771.

Somali Daabacaadan la faafiyey waxa ay bixineysaa wargelin ku
saabsan heerarka adeeg ee aad mulkiilaha hoygaaga,
Southern Housing Group, ka fillan kartid. Si aad u codsato
koobi ah Soomaali, farta Braille, far waaweyn ama koobi
magal ah fadlan soo wax 0300 303 1771.

Spanish Esta publicacion ofrece informacién sobre la calidad de
servicio que puede esperar del propietario de su vivienda,
Southern Housing Group. Para solicitar una copia en
espanfol, braille, letra grande o en archivo de audio, por
favor llame al 0300 303 1771.

Turkish Bu yayin, ev sahibiniz olan Southern Housing Group’tan
bekleyebileceginiz hizmet standartlari hakkinda bilgi
saglamaktadir. Bu yayinin Turkge, Braille alfabesi, blyuk
punto ile yazilmis ya da sesli bir kopyasi igin lutfen
0300 303 1683 numaralil telefonu arayiniz.
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