Gas Servicing: Our Commitments
We wiill:

Approach our tenants in line with our Customer Services
Standard.

Send you a satisfaction survey to seek your feedback on our
services so that we can improve.

Carry out an annual gas safety check inclusive of a full service
to our gas appliances.

Offer a morning, afternoon or early evening appointment
between Monday to Friday, and an appointment on a
Saturday morning.

Contact you prior to work commencing and offer you an
option to reschedule the appointment.

Ensure that gas servicing is conducted by a qualified Gas
Safe Registered Engineer.

Only disconnect unsafe appliances.

Carry out a gas safety check on all empty properties prior to
re-letting the property.
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We are committed to providing fair opportunity to

access information.

If you would like information in another language or
format such as Braille, audio or large print, please

call the number below.
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Maszym cbowigzkiem jest zapewnienie wszystkim rdwnych szans w dostepie do informachi. Osoby
pragnace ofrzymywac informacje w innym jezyku lub napisans pismem Braille’ badz w formacie
diwigkowym lub wydrukowane duka czcionka, prosimy zadzwonié pod ponizszy numer.
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T 0800 587 0001

Arabic

Bengali

Chinese

Hindi

Polish

Punjabi

Urdu

www.cestria.org

Cestria Community Housing Association Limited is a charitable housing association.

SERVICE STANDARDS
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Service Standards have been developed in

consultation with customers in order that customers

have a clear understanding on what standard of
service they can expect us to deliver.

We closely monitor how we perform against all service

standards. The Service Improvement and Review Group made

up of tenants and officers also review these standards to
ensure that customers are receiving the standard of service
they expect.

If you are interested in helping us monitor and review Service
Standards we would be delighted to hear from you.

Please contact the Customer Relationship Team on
0191 385 1450 or email lisacoverdale@cestria.org

Customer Services: Service

We will:

e Answer all telephone calls to our offices within 30
seconds.

e Acknowledge all written correspondence requiring a
response, within three working days of receiving them
and send you a detailed reply within 10 working days. If
we are not able to do this, we will let you know and tell
you when you can expect a full reply.

e Acknowledge receipt of a complaint within three
working days.

e Formally respond to your complaint within 10 working
days.

e Provide our tenants and leaseholders with a newsletter,
the Cestria Couirier, four times each year.

Customer Services: Our Commitments
We wiill:

Give our name and be polite and courteous to you when
answering your phone calls.

Send you a satisfaction survey to seek your feedback on our
services so that we can improve.

Open at times that are suitable for most of our customers.

Clearly display our office opening hours and the out of hours
emergency repairs phone number.

Effectively communicate with one another and pass on
messages from customers.

Arrange a mutually agreed appointment date, time and place
to visit you if requested.

Provide an interview room so that you can speak to us in
private if necessary.

Provide ‘same sex’ interviews on request.
Display identification at all times.

Develop a culturally sensitive service across the whole
organisation.

Arrange for a translation service on your behalf if necessary if
this is required.

Provide information in alternative formats e.g. Braille, large
print and audio within three working days.

Use a number of ways to keep you informed and to consult
you about the service we provide.

Display up to date information, newsletters and posters.
Provide a repairs freephone service.
Provide a 24 hour Contact Centre.

Provide a three stage formal complaints system for
investigating and responding to complaints.

Gas Servicing: Service Stan

We will:

Contact you at least one week before your annual
service is due and book an appointment.

Ensure quality of the work carried out through our
Quality Control procedures by carrying out a 10% post
inspection of all work completed.

Send a copy of the gas safety certificate within 28
calendar days of the check.




