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01 INTRODUCTION

In developing our offer, we
I N I Ro D U C I Io N used customer feedback

from telephone and postal

=5 /\ surveys, as well as formal
ﬁ ) I and informal complaints.
=

We also consulted with our
Customer Empowerment
Panel and included their
feedback to improve our
offer to you.
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02 THE TEAM

OUR TEAM

Introducing the
representatives for
your neighborhood.

Housing Officers

As a Pine Court Housing Association
customer, you will have a named Housing
Officer who can help you with:

» Rent and service charge account issues
* Moving home

» Neighbourhood issues such as anti-social
behaviour, flytipping, graffiti etc

» Becoming an Involved Customer

Your Housing Officer is also responsible for:

* Managing empty properties

 Letting homes in your neighbourhood

» Neighbourhood walkabouts - where you're
encouraged to tell us about environmental
issues in the area

» Contacting you to confirm your personal
details - to keep our systems up to date
and accurate
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Housing Assistants

Our Housing Assistants will be your first point
of contact and will process any rent account
queries and repairs and maintenance requests.

Our Housing Assistants provide housing and
administrative support to the team, deal with
customer inquiries and also provide general
re-housing advice to applicants, including
processing housing application forms and
allocating our void properties.

They also offer a bilingual service (Chinese
and English) with regular interpretation and
translation to ensure our customers have full
access to our services.

Chung Hok House

Chung Hok House is our Retirement Scheme
for the elderly and our staff provide advice
and assistance to the residents at the scheme.

They also carry out property management
duties including risk assessments, scheme
checks, and stpervision of communal
services such as communal cleaning and
grounds maintenance.

Our staff also co-ordinate and supervise
repairs and maintenance services and
deal with environmental issues at Chung
Hok House.
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03 INCOME MANAGEMENT

INCOME
MANAGEMENT

The rent you pay us

for your home allows

us to invest in your
neighbourhood, carry out
repairs to your home and
Improve the environment
in which you live.

We will collect all rent owed in a fair manner,
offering advice and support to customers
where necessary. We will inform you of any
arrears on your account and will offer
support and advice to clear arrears over a
reasonable period.

We will help you to access financial and
welfare benefits and advice and where
appropriate, identify services that may be
beneficial to our customers.

We will provide advice around fuel poverty
and work to reduce your customers bills
through energy and lifestyle advice.

Please contact us should you wish to discuss
your rent or receive any support or advice
relating to your finances.
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ACCOMMODATION

We take pride in the quality of homes we offer.

We will ensure that:

« We adhere to our published timescales for
reponsible repairs e.g. emergency (response
within 24 hours), and any other repair (offer
appointments within 10 days)

« All new tenants are inducted into their new
home and given all information they need
to ensure that the tenancy is given the best
possible start

+ All equipment we provide such as lifts, fire
quipment and emergency lighting will be
regularly inspected, maintained and serviced

e Qur homes are clean and safe when you
move in and they are maintained and
repaired to a good standard throughout

» We provide an Energy Performance
Certificate and advice about
energy efficiency

» We consider adaptations to enable our
customers to remain living independently

» All our homes continue to meet the
Decent Homes Standard as set out by
the Government

 All of our homes with gas heating will have
an annual gas safety check your tenancy
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OS5 ESTATE SERVICES

ESTATE
SERVIEES

We strive to ensure our
neighbourhoods are
iInviting places to live
that you'll be proud to
call home.

We aim to:

» Ensure clean, attractive neighbourhoods and
encourage residents to recycle

« Work with the community and community
groups to improve the appearance of
our schemes

» Ensure animals do not cause environmental
damage or nuisance on our schemes and
refer infestations to local council's Pest
Control Service (pets are only allowed to be
kept by tenants with our prior permission)

* |dentifty those responsible for unauthorised
fly tipping/dumping and environmental
damage and take appropriate action
against them

» Make sure all our residents living in general
needs flats with communal stairs and
landings (not sheltered housing), receive a
service tailored to that particular scheme

» Work with residents and other agencies
to help ensure tenancies are successful
and sustainable

» Ensure that any car parks that we are
responsible for are managed fairly and any
car parking issues e.g. abandoned cars are
addressed efficiently
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06 COMMUNITY SAFETY & ANTI-SOCIAL BEHAVIOUR

COMMUNITY
SAFETY &
ANTI-SOCIAL
BEHAVIOUR

The safety and security
of our neighbourhoods
and customers is very
Important to us.

Our dedicated anti-social behaviour (ASB)
officers provide an accessible ASB service
which aims to swiftly tackle the problem.
They work closely with our partners including
the police and the local council to resolve
ASB issues.

Without information and evidence provided
by customers, it's difficult for us to tackle

ASB problems. Please contact us if you are
suffering from ASB or know of issues in your
area, the information you give us will be kept
confidential and you can remain anonymaous.

The types of ASB that we will
deal can include:

* Hate crime

» Domestic abuse
» Noise nuisance

* Pets

e Drug issues

* Alcohol issues

» Criminal damage

 Flytipping and graffiti
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Tools we use to tackle
ASB, including:

» Mediation

» Warnings

» Acceptable Behaviour Contracts
e Security Measures

« Eviction

¢ Injunctions

« Criminal Behaviour Orders

» Witness and victim support
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07 COMMUNICATION

COMMUNICATION

Our trained staff are ready
to help with your enquiry.

Telephone Contact

When we answer the phone, we will:
« Say a greeting suited to the time of day
» Give our company name

« Ask you if there is ‘anything else we can help
you with today?’ at the end of the call

Telephone ‘employee manner’

* We will have a helpful approach
* We will be polite and courteous
* We will be efficient

« We will be well informed

Telephone ‘call back’

We will endeavour to resolve an issue if the
person you want to speak to is unavailable.
Alternatively we will take a message and call
you back by the next working day.

Out of hours service

We will provide an ‘out of hours' service to
deal with any emergency repair requests and
reports of antisocial behavior.

My Account

Report repairs, make payments and
view your accounts online with our
free and easy-to-use My Account
service. Sign up at pinecourt-
housing.org.uk/my-account

« We will help you to understand information
in documents and letters, and will provide
interpreters when needed. As a matter of
course we will provide interpretation for
Cantonese and Mandarin speakers

+ We will wear a name badge and carry ID
when visiting you at home

» We will make an appointment for you if
staff are not immediately available to deal
with your query

» We will let you know immediately if
your appointment thas been changed
or cancelled

« We will be sensitive to your needs and
not discriminate against residents due to
their age, disability, gender, race, sexual
orientation, marital status or religion

We will acknowledge any correspondence
you send us within three working days and
respond to your complaints, letters or emails
within ten working days.
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08 COMPLAINTS

COMPLAINTS

While we try to make sure
that we do everything right
first time, sometimes we
get things wrong and you
may wish to make

a complaint.

Although we try to ensure that our

customers don't feel that they need to make a
complaint we welcome them as they give us
an opportunity to improve our services.

Your feedback will help us do things better
next time.

We would recommend that you talk to us
first by contacting the Officer who dealt with
your initial enquiry. They will try to resolve
your complaint at that stage. If you still feel
aggrieved you can make an

official complaint.

We will acknowledge your complaint within
three working days and give you a full
response within ten working days.

You can find our full complaints policy at
pinecourt-housing.org.uk

We will use feedback from our tenants to
improve our services.
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08 COMPLAINTS

You can make an official o] UELI 4B A NIERIER

complaint, in the following ways:  A9¥z&fF

Call us on 0151 709 6878

» Write to us at 1 Nelson Street,
Liverpool, L1 5DW

+ Pass your complaint to a member of staff

« ME4FM0151 709 6878

« BE4A ML Nelson St, Liverpool, L1 5DW
- BIERFEHLIEAE

o BIREFHHLHLTM :

« Email us at contactus@pinecourt-housing.co.uk

contactus@pinecourt-housing.co.uk

» Through My Account
pinecourt-housing.org.uk/my-account

* Fill in the online form on our website
pinecourt-housing.org.uk




09 CUSTOMER EMPOWERMENT 09 CUSTOMER EMPOWERMENT

CUSTOMER
EMPOWERMENT
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We are committed to
making sure that our
customers have every
opportunity to get
involved and to play
their part in shaping and
Improving the services
we deliver.
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We have a panel of tenants that review
our services, policies, procedures and
performance information.

Our Customer Empowerment Panel (CEP)
meet regularly to look in detail at particular
areas of our business such as ASB, Lettings,
Income Management, Complaints process
and Resident Involvement. Members of this
Panel help us shape, influence and improve
the services we deliver.

MRGBEEINA - FRAREPSE0151
709 68785k E Fhcontactus@pinecourt-
housing.co.uk

The CEP also reviews applications to the
Community Development Fund and decides
the recipients of the Fund.

of involvement to suit your needs HEFHERFEFSHE  FHZ

and the amount of timeyoumay El/) . IS T =ESEHNE

have available: R LimEEBENEXRMESN
5

As a CEP member we would send you an

agenda pack in advance of your meeting to  High level — e.g. Customer

ensure you are well informed and can digest Empowerment Panel - BER - flUN.E PR/ NE

the information prior to the meeting. » Medium level - e.g. Tenant and Resident . PER- AN EERAS

If you are interested in getting involved, please R Tea  E - BER- Bl BRI RS HEZS N
Sl D e AL EC SN o « Low level — e g. Estate Walkabouts and local SE 8

inform the office on 0151 709 6878 or email

: > meetings and events
contactus@pinecourt-housing.co.uk

H have developed three levels




10 MONITORING OF OUR LOCAL OFFER 10 MONITORING OF OUR LOCAL OFFER

MONITORING
OF OUR
LOCAL OFFER

This our offer to you and
we want you to be able
to review our progress,
influence expenditure and
shape what we do in

your neighbourhood.
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If you would like any further #D%,ﬂ:#’ﬁ“’ﬁﬁ%%ﬁ%ﬁﬁ?ﬁﬁu
information relating to Our BUE R - S5 A2 I 75 tth B 2 (P9 Bk
Customer Offer, please do not 2.

hesitate to contact us:

- E#HFM—0151 7096878

« 254311 Nelson Street,
« Write to us: 1 Nelson Street, Liverpool, L1 5DW
Liverpool, L1 5DW

» Call us on 0151 709 6878

GREAT GEORGE STREET

- BEIMAVAEIL- pinecourthousing.org.uk
« Via our website: pinecourt-housing.org.uk o BREEFIELFM

« Email us: contactuspinecourt-housing.co.uk

contactus@pinecourt-housing.co.uk




If you need assistance
understanding the information
in this document, please
contact us on 0151 709 6878.

Chinese
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0151 709 6878 EAFFIEHER .

Lithuanian
Jei norite, kad Jums kas
nors padety suprasti Siame

dokumente pateiktg informacija,

prasome su mumis susisiekti tel
0151 709 6878.

Polish

Jesli potrzebujesz pomocy, by
zrozumiec informacje zawarte
w tym dokumencie, skontaktuj
sie z nami pod numerem 0151
709 6878.
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Pine Court Housing Association
is part of The Sovini Group
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Health &
Wellbeing

\"‘ Investors
v, in People
Ny Good Practic

INVESTORS IN PE{:PLE

Award We invest in people Platinum

Portuguese

Caso necessite de assisténcia
para compreender a
informacao constante neste
documento, devera contactar-
nos atraves do 0151 709 6878.

Russian

Ecnm Bam TpebyeTca pa3bAcHeHUE
MHGOPMaLMN, COAEPKALLLENCA B
JAHHOM AOKYMEHTE, MOXKaNYMCT],

CBAMKMTECH C HAMK N0 TenedoHy
0151 709 687/8.

Turkish

Bu belgede verilen bilgileri
anlama konusunda destege
ihtiyaciniz olursa lutfen bize
ulasin 0151 709 687/8.

COVENANT

MINDFUL
EMPLOYER

CUSTOMER

SERVICE
EXCELLENCE
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