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WORLD HABITAT AWARD WINNERS 


CUSTOMER CARE POLICY

1.0
WHAT IS THE ELDONIAN COMMUNITY BASED HOUSING ASSOCIATION?

The ECBHA is a non-profit making organisation, led by a Committee of Management of unpaid volunteers.  The Association is registered with the Housing Corporation and is able to bid for public loans and grants.

Housing associations in Britain provide over a million good quality homes at affordable rents. The ECBHA is proud to be a part of this movement and seeks to provide solutions to housing need in the area of Vauxhall.

2.0
AN EFFICIENT AND FAIR SERVICE

Whether dealing with a tenant, an applicant for housing, a contractor or a member of the general public, the ECBHA aims to provide an efficient and fair service to all.

The ECBHA will ensure that all officers of the Association are:

· polite

· courteous

· patient

· understanding

The ECBHA staff will take all reasonable steps to be helpful and positive in their approach to their duties, and will not discriminate against anyone directly or indirectly on the grounds of:

· race

· gender

· religion

· disability

· age

· sexual orientation.

As a housing association we are accountable to several authorities to ensure that we are providing a high quality service:


· The Audit Commission is an independent body responsible for ensuring that public money is spent economically, efficiently and effectively to achieve high quality local and national services for the public.
· The Housing Corporation sets Performance Standards / Targets which we must meet every year.

· The Housing Association Tenants Ombudsman Service investigates complaints about housing association from tenants and applicants.

· Our funders who lend us money to build and improve homes check on the soundness of our finances.

· We work closely with Liverpool City Council.

· The Management Committee of ECBHA is made up of independent volunteers.  The Committee oversees the policy and standards of the Association and ensures that we are providing a first class service.

In addition to these authorities and agencies, Eldonian Community Based Housing Association has set itself high standards of service.

3.0
ECBHA SERVICE STANDARDS

Whenever possible, all correspondence will be answered within 5 working days. Telephone will be answered within 5 rings.

The office will be open from 9.00 am to 4.00 pm Monday to Thursday, and 9.00 am to 12.30 pm on Fridays, the office will close for lunch between 12.30 – 1.30 pm.

The Office is designed to be friendly and welcoming, and visitors should expect a polite, friendly and informed service.  Visitors to the office will be met by staff who are friendly and courteous, and who will assist by answering questions and queries in an efficient manner.

We will publish an Annual Report giving full information on the year’s activities, and set out the Association’s finances.

In addition we will publish a Newsletter to tenants at least once a year, to keep tenants up to date with the Association’s activities.

We will regularly ask for opinion on the standards of our service.

We will conduct a Tenant Satisfaction Survey of all tenants at least once every 3 years, to ensure that tenants are satisfied with the service provided and the standard of their homes.

We will consult tenants on proposals to carry out major improvements or repair works to their home.

Wherever possible we will involve tenants in any design choices to be made for their home, scheme or estate.

If things go wrong, there is a complaints procedure for tenants to use.

The Association has a thorough Complaints and Appeals Policy, a copy of which is available to all tenants upon request.  Tenants can also contact the Housing Association Independent Tenants Ombudsman Service if they feel that their complaint is not being dealt with satisfactorily.

4.0
CONTACTING THE ASSOCIATION

Tenants can contact the Association during the above stated office hours at:

Tony McGann Centre

Eldonian Village

Liverpool L3 6LG

Or alternatively

Tel: 0151 207 3406

Fax: 0151 298 1464

e-mail – gevans@eldonians.org.uk

www.eldonians.org.uk

Out of hours there will be an answer phone system in operation so that tenants can leave an appropriate message, which will be dealt with by staff upon their return to the office.

During Bank Holiday periods the answer phone message will inform tenants of emergency contact telephone numbers, and of the office re-opening time.
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