  Standards of Service
Standards of service

The standards set out in this leaflet are a public commitment to good service.  They will be regularly reviewed and updated.  We would welcome any comments and ideas for improvement.

As a registered social landlord, Keniston keeps to the requirements of the law and of performance standards issued by the Housing Corporation.

We aim to follow best practice, as published by the National Housing Federation.  Our work is annually reviewed by the Housing Corporation against their Performance Standards.

Fair treatment and equal opportunity
We aim to treat all people fairly in the way we offer and provide homes, services and jobs.  We will not discriminate against any person on the grounds of sex, religion, disability, colour, race, ethnic or national origin, age, sexual orientation, marital status or appearance.

Ask for copies of our Equal Opportunities Policy and our Racial Harassment Policy, which sets out what we will do to achieve this.
Office opening hours

The office is open from 9am to 5pm, Monday to Friday.  We are closed at weekends and on Bank Holidays.  Outside of office hours an answerphone service will be provided


Occasionally we close the office at other times, for example for staff conference day.  If we do this, we will tell residents in advance by putting a notice up on the office door and providing details in the newsletter.

From time to time staff training may mean the office is not open to the public but telephone lines will remain open.

What  you can expect from staff
Good conduct

Staff will be courteous and polite.  They will give their names when appropriate and always if asked.

A prompt response

We will answer telephone calls promptly and return calls as soon as possible but always within 2 working days.  The exception to this is where you choose to leave your details on an individual’s voicemail or e-mail and their message informs you that they are out of the office for more than two days.  In this case, they will contact you on their return.  We will reply or acknowledge letters within 10 working days.

Clear information

When you draw a matter to our attention, we will tell you what action we will take.  If we do not intend to take any further action we will say so and tell you why.  We will confirm verbal information in writing if requested.

Home visits

If required, staff can visit residents at home at a mutually convenient time.  If we cannot keep the appointment, for example because the member of staff is ill, we will try to let you know.  If staff or approved contractors call round when you are out, they will leave a card saying who called and how to contact them.

Confidential interviews

If a resident needs to talk to a member of staff confidentially, away from home, we will arrange this wherever possible
Access to information
About our work

We will make copies of our policies and annual accounts available to you free of charge.  Committee minutes are open for inspection.  We will regularly publish information about our work and how we are doing against the standards we set ourselves.

About residents

Information about residents is confidential.  We will not release it to third parties, except in limited circumstances as outlined in our Confidentiality Policy.

Residents may inspect any information held about them by Keniston and check it is correct.  We need 10 working days notice and a member of staff will stay with you while you look at the information.  The only information you cannot see is any third party correspondence, information about others or other information given in confidence.  We will tell you if any such record exists.

Ask for a copy of our Confidentiality Policy.

 Dealing with applications for housing

General enquiries

If people approach us direct for housing, we explain how to apply for a Keniston home, if appropriate and offer general advice on other possible ways of securing a home.  We will reply to written requests for advice within a week of receiving the enquiry.

Re-letting vacant homes

We set a target to re-let properties as quickly as possible.  Applicants for housing are usually nominated by a local authority or other referral agencies.  We expect these organisations to nominate suitable applicants within a week.

We will:

· Contact applicants within a week of receiving a nomination

· Make an offer of accommodation within 3 weeks of accepting the nomination

· Give unsuccessful applicants a Right of Appeal

Residents applying for a transfer to another Keniston home will be told whether their application has been accepted within 3 weeks.  

They will be told whether their application has been given high, medium or low priority.

Ask to see a copy of our Selection & Allocation Policy

Information for new tenants
All new tenants will be:

· Given clear information about their rights and responsibilities and details of Keniston and the services we provide.

· Offered advice on Housing Benefit

· Contacted within a month of moving into their new home to deal with any outstanding issues.


The rent

We will credit rent payments received at Keniston’s Office to the resident’s account within 2 working days.  

We will send a statement to every resident twice a year.  Statements will be sent to residents on request within 48 hours.

We will offer a Welfare Benefit Advice Service to residents in arrears and promote this service to others.

Day to day repairs
Prompt response

We will aim to carry out repairs within the following times:

· Emergency - within 24 hours

· Urgent repair - within 3 days

· Non urgent repair – within 14 days

· Routine repair - within 28 days
· Planned repairs - within 60 days
Out of hours service

We will keep residents informed of who to contact if emergency repairs are required outside office hours.

Quality checks

We will ask all residents who have had a repair carried out to give us their views via a Repair Satisfaction Survey form.  Of these repairs we aim to inspect 10% at random and any repair costing over £500.  We follow up a further 10% of all day to day repairs by phoning the resident and checking whether they are satisfied.

Ask for a copy of our Repairs and Maintenance leaflet.

Planned maintenance and major repairs 

Residents may have to wait some time before planned maintenance or major repairs can begin on their home.  Some defects, such as defective windows, can be tackled more cost effectively if we batch them in one contract, rather than tackling them piecemeal.  

We will however:

· Give residents the best information we can about a start date.

· Keep residents informed at key stages of a planned maintenance and major repair programme.

· Consult residents on relevant issues.

Ask to see our Major Repairs Code of Practice.

Selection of contractors

Contractors on our approved list must be:

· able to provide an efficient, good quality service.

· financially sound and viable

· polite and helpful.  Attitude is as important as technical ability.

We always ask for references.  We regularly review their performance.

There are external approved registers of contractors which we also use from time to time.

Involving residents

We are developing resident participation in the running of the Association.  We encourage residents to become involved.

We will consult residents on proposals concerning the management of their homes and will tell them the outcome of the consultation.

We will hold meetings with residents at each of Keniston’s schemes at least twice a year - to discuss matters of interest or concern such as Service Charges.

We will invite residents to set agenda items and take a full part in the meetings and will aim to send them notes of the meeting within 4 weeks.

We will offer advice and help to residents wishing to form a residents group or association.

We will produce a newsletter 3 times a year and encourage residents to contribute items and take part in it’s production.

We will seek ways for residents to become Management Committee members.  If you are interested in this please contact Nevil Osborne or Chris Bryant at the office.

Ask for copies of our Resident Participation and consultation policies.

If you have a complaint

We are confident we can achieve these standards for 95% of the time but from time to time things do go wrong.  When problems occur we try to ensure they don’t happen again.

We need to hear from you if you have a complaint so we can investigate the matter, put the problem right and learn lessons for the future.  Our Complaints Procedure aims to make it easy for you to tell us about your complaint and be confident of our full attention.

We will acknowledge complaints within 2 working days and send a full written reply within 2 weeks.  If a reply is likely to take longer, we will tell you why and when you can expect a response.

.

WHO’S WHO ON THE MANAGEMENT COMMITTEE

	Alan Messenger (Chair)
	Surveyor

	Jane Clarke
	Magistrate/Tribunal Lay Member/ Formerly College & University lecturer

	Graham Colley
	Solicitor

	Suki Dhadwar
	Vice President of Financial Operations

	Robert Goddard   
	Solicitor

	Jennifer Hillier
	Local Councillor (Bromley)

	Anthony Mills
	Resident member

	Peter Mishcon
	Architect

	Pat Mungeam
	Resident member

	David Salenius
	Area Housing Manager, London Borough of Islington

	Paul Shann
	Chartered Surveyor

	Bruce Shelmerdine
	Group Finance Director

	Clifford Yeend
	Contracts Manager


Keniston is committed to equal opportunities in employment 

and service delivery.

If you would like a translation of any of our leaflets into a foreign language, please let us know.
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We are keen to provide the best possible service to our tenants, leaseholders and to the other people and organisations we serve.  This leaflet sets out the standards of service you can expect from Keniston Housing Association.








