


Introduction

At Family Mosaic we will use the funds
provided by your rent payments to provide
a high level of service. Our service offer
explains what you can expect from us and
also what we expect from you.

We expect you to:

e Lookafter your home.

e Pay your rent on time - in other words, on the due date or
in advance. If you receive housing benefit, make a claim,
ensure it is processed and make sure that you renew it
when necessary.

e Behave in a neighbourly way, considering the well-being
of others.

e Letus know when we can do things better.

e Treat our staff and the staff of organisations who work
with us with consideration.

o Look after communal areas.

e Provide reasonable access for repairs and an annual gas
check.

e Let us know as soon as possible if you cannot keep an
appointment made with you.

e Help us to sort things out when something wrong in your
home affects others.




In return we make the following commitments to you
Our services to you - we will

e Ensurethatourstaffarefriendlyand courteous,andrespectyourconfidentiality.
They will take responsibility for sorting out your query; if they cannot do so
themselves they will do their best to put you in touch with someone who can.

e Carry out emergency repairs within 24 hours, urgent repairs within seven days
and routine repairs within 28 days. These different categories are explained in
the residents’ handbook.

e Letyou knowifyour key contact leaves and who the permanent member of staff
they are replaced by is.

Let our properties fairly.

Produce clear rent statements which are sent to you each month.
Provide an annual gas safety check for gas equipment installed by us.
Decorate the outside of your home at least every six years.

Consult you before we change a service that affects you.

Properly resource different ways for you to influence the development of
services, such as through the Customer Panel.

e Take steps with you to resolve the situation if you experience harassment,
intimidation or nuisance - anti-social behaviour - and take action ourselves
when necessary.

e Do our best to help you to move if you need to, bearing in mind that we have
a shortage of many types of suitable homes. If you want we will carry out an
assessment of your housing needs within 10 working days of receiving the
request.

e Send you the residents’ newsletter, Connections, four times a year and an
annual report on our performance.

e Provide a breakdown of rents and service charges within 10 working days of
receiving the request.

e Enter payments made on your rent account within at most three working days.




Our Commitment

If you contact or visit us - we will

Wherever possible make sure you speak to a person rather
than a machine if you telephone us. Your call should be
answered promptly, with the exception of calls to our repairs
contact centres which may take longer at busy times, and the
person answering will give their name and department. If
the member of staff you are calling is not available, another
staff member will assist with your enquiry if possible or take
a message. If you have to leave a voicemail message we will
get back to you by the end of the next working day.

Acknowledge letters and emails within three working days
and reply in full as soon as we can, but in any event within
10 working days. Where we need to gather information we
will let you know who is dealing with your letter and when
you can expect a reply.

Clearly display our office opening times and publicise ways
to contact us in Connections, and on our website.

Keep our reception areas clean and tidy. They will have useful
information displayed and an area for children to play.

Make sure you are greeted by our reception staff on arrival,
and seen promptly by a member of staff who can help you.

Ensure you are seen on time if you make an appointment.

Arrange a home visit within 10 working days if you want to
see someone but are unable to come to the office.



If we visit you - we will

e Show identification without being asked if we visit you at
home, and behave professionally at all times.

e Normally make appointments for home visits.

e Contact you if we are unable to keep an appointment as
soon as we can and rearrange it.

Providing a fair and accessible
service - we will

e Treat all customers in a fair and equal way, respecting
their diversity.

e Make our offices accessible for disabled people, and
provide an interpretation service for those whose first
language is not English.

e Provide the same standard of service wherever you live.

e Take complaints seriously, publicise our complaints
system and operate it in a fair and open manner. If you
make a complaint we will acknowledge it within three
working days and send a full response within 15. If your
complaint is upheld we will work to resolve the issue as
soon as possible.

If we get anything wrong - we will
e Aim to putit right as soon as possible.

e Keepyouinformed atall times.

e Apologise.

e Learn from our mistakes so they don’t happen again.




Our Commitment

We always welcome your views and comments
about improving our service. Please contact
your Regional Housing Office if you have
suggestions on how we can improve.

If you would like this leaflet in another format,
for example in large print or on tape, orin
another language, please contact reception or
your Regional Housing Office




You say we do

Feedback

We monitor, evaluate and review our services, and welcome
feedback. Please let us know about the service we provide.

Completea “Comments and Suggestions” form, available atany
of our offices, and place it in a suggestions box, or email us at
www.familymosaic.co.uk .We willreplyin fullas soon as we can,
but in any event within 10 working days. If we can’t provide a
full response within this timescale because we need to gather
further information we will let you know who is dealing with
your query and when you can expect a reply.

You can
influence
what we
do

We can
listen to you
and take action

we Can w




English

\lietnamese

Punjabi French

Bengali

Arabic

Family Mosaic

Albion House

20 Queen Elizabeth Street
London SE1 2RJ

Talking your

language

This document gives information about
Customer care service standards. If you need
any part of this documentin large print, Braile,
on CD or explained in your own language please
contact us on the number below.

Tai liéu nay cung cdp thong tin vé cac tiéu
chuéin phuc vu khach hang clia chung téi.
Né&u ban can bét ky ph&n nao trong théng tin
nay bang chit in to, chi¥ Braille, CD, bang
ti€ng hodc giai thich bang ngdn ngi riéng
chia ban, xin lién hé vdi ching toi theo s6
dudi day.

Ce document contient des informations sur
notre service a la clientéle. Si vous sou-
haitez obtenir une partie de ces informations
en gros caractéres, en Braille, sur CD,
cassette audio ou expliqué dans votre
langue, veuillez nous contacter au numeéro
indiqué ci-dessous.
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Tel: 020 7089 1000
Fax: 020 7089 1001

www.familymosaic.co.uk

Email: enquiries@familymosaic.co.uk

Bu belge musteri hizmetleri standartlarimiz
konulari hakkinda bilgi verir. Bu bilginin
herhangi bir kisminin blylk boyutiu
harflerle, Braille alfabesiyle, CD'de, ses
kaseti seklinde veya ana dilinizle clmasim
istivorsaniz, lUtfen asagidaki telefon
numarasindan bize ulasiniz.

Ev belge di derbaré pivane 0 standardén me
yén bo xizmeta musteriyan da agahiyan dide.
Heke hewceya we ji bo vé belgeyé bi herf O
tipén mezin, bi alfebeya koran, li ser CDyé, li ser
kasété an ji bi zimané we bi xwe hebin; ji
kerema xwe digel jimara jér va tékili 4
munasebeté bi me ra daynin.

Dokumentigan wuxuu ku saabsan yahay in
shagada annu gabaneynaa macmiisheena.
Haddaad u baahan tahay warkan afkaaga-
hooyo, afka loogu talagalay dadka aan arki
karaan — afka faraha ama CD-ga ama
ajeladda rekorka nala xirir. Namberkan
isticmaal.
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KAOETa 1 va oag emefnynBei oTn yAwooa oag
TAPAKAAOUPE ETTIKOIVWYAOTE padi pag oto
TTAPaKATL TNAEPLIVO.
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