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Our Service Standards
putting customers first



If you would like this document in your language, large print or Braille, then please
contact your Neighbourhood Housing Office, who can do this for you free of charge.



Our service standards are the commitments we
have agreed with you and explain what you can
expect from us. They will ensure we are
delivering an excellent service for all our
customers.

These standards are promises we need to keep
and we are determined to live up to them. We
will measure how we are performing against
each of them and publish the results so that you
know how we are doing.

Customers have been fully involved in their
preparation and all have been agreed with
Customers Sounding Boards. Our standards
have been set to be challenging but achievable.

Service standards are important because:
• they let you know the standard of service to expect

from us;
• they help you judge whether we are providing a

good service;
• they define the standard of service our staff are

expected to deliver.

We want to know whether you are happy with what
we do. Your feedback helps us to improve and make
things better.



We will deal with all enquires quickly, politely and
effectively and assure the quality of our service by
meeting the following standards:
1. ensure customer satisfaction with access to our

services;
2. deal with all our customers politely and with

courtesy;
3. deal with enquiries first time at first point of contact;
4. answer calls within 20 seconds;
5. deal with face to face enquiries within 15 minutes of

entering a One Stop Centre;
6. acknowledge letters and electronic enquiries within

one working day;
7. respond fully to letters and electronic enquiries

within 10 working days;
8. ensure our services meet mystery shopping

standards.

Access and Customer Care

1. We will give you 4 weeks notice in writing if there
are any increases to rent.

2. We will send you rent statements at least 4 times a
year in your preferred format.

3. We will provide choice and a wide range of payment
options that enable you to pay your rent 24 hours a
day, 365 days a year.

4. We will visit you within 4 weeks of your tenancy
starting to discuss your rent payments and offer
advice and information.

Income Management



1. We will contact you within 1 working day of your
report on very serious cases involving actual, or
threats of, violence

2. We will contact you within 3 working days on all
other anti-social behaviour issues.

3. We will contact you at least every 28 days to keep
you updated on your case.

4. We will contact you again within 28 days of your
case closing.

5. We will contact you within 1 working day of you
reporting your complaint via the 24 hour reporting
service.

6. We will contact you within 1 working day of you
reporting your complaint via our website.

7. We will offer mediation services to all our customers
where appropriate.

Anti-Social Behaviour

5. When you sign up for your tenancy, we will provide
you with information on how much rent you have to
pay each week, how and where you can pay and
how we can help.

6. We will contact you quickly by letter to offer help
and advice if you owe 2 weeks rent and are a
weekly payer or if you owe 5 weeks and you pay on
a monthly basis.

7. We will measure your satisfaction with the service
you are receiving from the Income Management
team at least twice a year.



1. We will repair empty properties and make them
ready to be re-let within 32 days.

2. We will ensure your new home meets our Empty
Homes Standard before you accept your new
tenancy.

3. We will invite our Tenant Inspectors to reality check
a sample of our empty properties on a monthly
basis.

4. We will register any new Leeds Housing Register
application forms within 10 working days.

5. We will provide you with an accompanied viewing of
your prospective new home.

6. We will measure your satisfaction with the service
you are receiving from the Empty Homes and
Allocations team.

Empty Homes and Allocations

1. We will visit you to assess your support needs and
offer advice within 28 days of your referral being
received.

2. We will visit you 4 times a year with your support
provider to monitor and update your changing
needs.

3. We will measure your satisfaction with the service
you are receiving from the Supported Housing team
and your identified support provider.

Supported Housing



1. We will respond quickly when an emergency repair
is reported to us, visiting within 3 hours. Where the
repair can’t be completed immediately we will
complete the job the next day.

2. We will deal promptly with all urgent repairs
reported to us and complete work within 3 working
days.

3. We will complete all non-urgent repairs reported to
us within 20 working days.

4. Where we have to visit to pre-inspect before giving
approval for a repair to be completed, we will attend
within 8 working days.

5. We will agree an appointment date convenient to
you, confirm this in writing and keep the
appointment.

6. We will ring you on the day of the appointment,
where we have contact details, to confirm when we
expect to arrive.

7. Where we have details, we will text customers
ahead of the appointment date to remind them we
will be visiting.

8. We will complete all repairs properly and well,
cleaning up after ourselves and leaving all jobs in a
neat and tidy condition. We will measure customer
satisfaction with the repair service each month. All
customers who reported a repair will have the
opportunity to return a satisfaction survey.

Responsive Repairs



1. We will inform you in writing within 2 working days
of our receiving a referral for an asbestos survey
explaining why the survey is required and provide
you with our contact details should you have any
queries or concerns.

2. We will complete and return interim survey reports
within 5 working days from receipt of referrals.

3. We will inform you in writing of when a referral for
asbestos removal has been received within 2 days
and provide you with our and our contractor’s
contact details and a copy of our Asbestos
Information Leaflet.

4. We will complete the removal of asbestos within 17
working days, using licensed contractors.

5. Where a repair is an emergency, we will test
material samples within 24 hours.

9. We will treat all our customers and their property
with courtesy and respect, act professionally and
always show identification cards when visiting
homes.

10.Our tradesman will be appropriately and
professionally dressed to carry out the work
expected of them and will wear corporate
uniforms.

Asbestos



1. Depending on the type of work required, we will
complete all minor adaptations within either 7 or 28
working days of customers reporting them to us.

2. We will tell you in writing within 5 working days that
a recommendation for major adaptation works has
been received from the Occupational Therapist.

3. We will tell you of our decision on major adaptation
work within 25 working days of receipt from the
Occupational Therapist. Where the work is not
possible or appropriate, we will explain and confirm
the reasons in writing and explore other housing
options.

4. We will complete all major adaptation works,
dependant on priority, within set timescales from
receipt of the Occupational Therapist
recommendations.
Priority 1 high priority adaptations 74 calendar days
Priority 2 medium priority adaptations 127 calendar days
Priority 3 low priority adaptations 220 calendar days

5. We will make sure work is carried out safely and
that your home is left clean and tidy at the end of
each day.

6. We will measure customer satisfaction with minor
adaptations carried out in customers’ homes.

7. We will measure customer satisfaction with major
adaptations carried out in customers homes.

Adaptations



1. We will measure your satisfaction with our
customer service.

2. We will measure your satisfaction with our
delivered products.

3. We will measure your satisfaction with our
workman’s conduct, politeness and attitude.

4. We will measure your satisfaction with our
communication with you prior to works
commencing.

5. We will measure your satisfaction with our
communication with you during the works
being carried out.

6. Where applicable we will measure your
satisfaction with the consultation on the
design.

7. Where applicable we will measure your
satisfaction with the range of choices of
finishes for the units, tiles and doors.

8. We will publish what major works will be
taking place on an annual basis.

Improving Homes



1. We will ensure the safety of your property by
carrying out a safety check on gas appliances and
equipment every 12 months by Gas Safe registered
engineers.

2. We will send you an anniversary card at least 8
weeks before the existing service expires reminding
you that your annual gas service is due.

3. We will notify you by letter at least one month in
advance when the gas equipment and pipe work in
your home is due for annual service/test and
provide you with an appointment to carry out the
gas safety test. We will provide you with our
contractor details if you need to rearrange this to a
more convenient date and time.

4. We will attend at the agreed time and date.
5. We will complete the service and any necessary

repairs and provide you with a copy of the gas
safety certificate CP12 within 20 working days.

6. We will measure customer satisfaction with gas
repairs and the safety service we provide.

7. We will carry out quality audits to ensure gas
appliances are being tested in line with current Gas
Regulations.

Gas Servicing



1. We will provide you with a 24 hour, 7 day a week
emergency cover for lifts.

2. We will carry out annual maintenance safety checks
and inspections for all domestic lifting equipment.

3. We will attend a lift breakdown within 1 hour from
notification where a person is stuck in the lift.

4. We will service the lifts 10 times a year and
undertake 2 annual safety checks by a reputable
specialist.

5. We will attend to a lift breakdown within 2 hours
and repair the lift within 24 hours.

6. We will provide advance notice of when a lift will be
out of service for instance for routine maintenance
we will measure this through a specific question on
our satisfaction survey.

7. We will measure your overall satisfaction with the lift
service at least twice a year.

Lift servicing



1. We will measure your satisfaction with the estate
management and environmental services twice a
year.

2. We will aim to ensure our estates achieve the top
grade and publicise how your estates are graded in
the customer newsletter and on the website.

3. We will cut our verges and communal grassed areas
a minimum of once a month in the cutting season
when weather permits.

4. We will clean communal areas in flats and
maisonettes a minimum of once a week.

5. We will unblock rubbish chutes within 1 working
day of them being reported.

6. We will clean communal windows once a year in
multi-storey flats, every 3 months in sheltered
schemes and every 6 months in low rise flats and
maisonettes.

7. Our dedicated team will remove all racist, sexist,
obscene and offensive graffiti within 1 working day
and any other graffiti within 4 working days.

8. We will remove fly tipping within 1 working day of it
being reported.

Estate Management



1. We will offer a variety of ways for you to become
involved and publish these in our Customer
Involvement leaflet, which we will promote to our
customers.

2. We will provide support and friendly training to help
you to get involved with us or your community.

3. We will use accessible venues, provide interpreters
and help with transport and childcare or carer
costs.

4. We will publicise quarterly examples of how
customer involvement has made a difference on our
website and in the customer newsletter ‘The Buzz’.

5. We will measure our performance against agreed
targets and publish the results quarterly. These will
include:

• Percentage of Council properties represented by
a Tenant and Resident Association or Area
Representative.

• Percentage of tenants satisfied with their
opportunities to participate.

• Percentage of tenants satisfied that their views
are being taken into account.

• The number of customers attending training.

Customer Involvement



1. We will make it easy to submit a complaint.
2. We will reply within 1 working day when you send

us a complaint and include in our response who will
be responsible for dealing with it.

3. We will investigate all complaints fully and quickly
and respond with an agreed resolution within 10
days of receiving the complaint.

We will work hard to resolve all complaints to the
satisfaction of customers and will involve tenants in
the adjudication of complaints that reach stage 3 of
our complaints process.

Complaints

1. We will provide you with an accompanied viewing of
your prospective new sheltered home.

2. We will help assure your safety and security by
providing a care ring alarm service.

3. We will provide a warden support service and
measure your satisfaction with the service provided.

4. We will work to support vulnerable people to
maximise their potential to maintain independent
living.

5. We will give you an opportunity to do a joint
inspection of your complex internally and externally
and raise concerns with us.

Sheltered Housing



Call us on: 0800 915 1113*
or Minicom: 0845 127 1113
*standard charges apply when calling from a mobile

Email us on:
wnwhl.enquiries@wnwhl.org.uk
www.wnwhl.org.uk

Visit us at:
Neighbourhood Housing
Offices or One Stop Centres

Write to us at:
Westfield Chambers, Lower
Wortley Road, Leeds LS12 4PX

Information correct at time of print, January 2010.

If you wish to contact us, please do so by visiting us at:
Aireborough One Stop Centre
Micklefield House, New Road Side, Rawdon LS19 6DF
Armley One Stop Centre, 2 Stocks Hill, Armley, Leeds LS12 1UQ
Bramley Neighbourhood Housing Office, 202 Town Street,
Bramley, Leeds LS13 2EP
Horsforth Neighbourhood Housing Office, The Green,
Town Street, Leeds LS18 5JB
Kirkstall Neighbourhood Housing Office, 45 Kirkstall Lane,
Kirkstall, Leeds LS5 3BE
Little London Neighbourhood Housing Office, Oatland Drive,
Little London, Leeds LS7 1SH
Otley One Stop Centre, 8 Boroughgate, Otley, Leeds LS21 3AL
Pudsey One Stop Centre, Town Hall, Robin Lane, Leeds LS28 7BL
Wortley Neighbourhood Housing Office, 36 Heights Drive,
Armley, Leeds LS12 3SU


