


Introduction

As your service provider we aim to deliver excellent customer
service with every contact we have with you. This is included in our
Strategic Goal to “provide great homes and excellent services”,
and this service statement will outline how we will do this.

Our Customer 1st Team

Most of the time the Customer 1st
team will be the first team you speak
to when you need to contact our
organisation. This team is made of the
following people:

Customer 1st Advisors
Customer 1st Team Leader

The aim of the Customer 1st team is to
resolve your query at point of contact
as well as making transaction as easy
as possible. We work closely with all
areas of the business.

We will aim to treat customers and
colleagues with dignity and respect at
all times.

The team are there to listen and
understand our customers and if we
cannot resolve the query we may direct
you to a team or organisation that

can help.

Your Guide

How to contact us

You can contact us in the following ways:
Telephone - 0121 748 8100

E-mail: contactus@cvch.org.uk

Website: www.cvch.org.uk/contact

Or you can write to us or visit our offices
at the following address:

11 High Street,
Castle Vale

Birmingham
B35 7PR

Our opening hours for the Customer 1st
service are:

Monday, Wednesday & Thursday 9am -
5pm. Tuesday 10:30am - 5pm (9am -
5pm for repair enquiries) Friday 9am -
4pm.

This service is complemented by an Out

Of Hours service for any emergency
repairs jobs or other serious issues.




What you can expect

from us

At CVCH we all understand the importance of great service.
We aim to offer a consistent standard across the organisation.

Some of the ways we do this are as follows:

Telephone Contact

» We will always answer your call in
a professional manner and give our
name

* We will aim to resolve your query at
the point of contact

« If we cannot deal with the query at the
point of contact, we will pass it on to
the right person

» We will not pass a call through to a
member of staff without ensuring that
someone if there to answer it

Written Contact

* We will aim to reply to an email within
2 working days

» We will aim to provide a full response
to a letter within 10 working days

In Person Contact

* We will aim to acknowledge you
within 2 minutes of arriving

* We will aim to deal with your enquiry
within 15 minutes

o If our Customer 1st team cannot
deal with your enquiry we will ask a
person from the relevant team to meet
with you

« In exceptional circumstances if no-
one is available we will book you an
appointment to meet with the right
person within 5 working days, or
arrange for a telephone call within 1
working day
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What we ask you to do
* Please treat our staff with respect

« If you have an appointment, please
arrive on time for it

« If you are unable to make an
appointment, please tell us

« If your contact details change, please
tell us

Understanding your needs

We understand that our customers

are individuals and have different
needs when receiving services from us.
Subject to your agreement, we will hold
details of your specific requirements

so that we know the best way to
communicate with you.

We also work with Language line in
order to provide a full interpretation
and translation service for our
customers to ensure everyone

is getting the most out of our
communication. We encourage our
customers to notify us when this

is required.
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Complaint process

When you feel that we have failed in
our service standard we want to know
about it and have the opportunity to
put it right. We will aim to resolve the
issue for you as soon as we are made
aware and if we cannot, explain what
can be done.

However, if you still feel this is
insufficient we have a simple
and effective complaints policy
and procedure.

All new complaints begin at Stage 1. We
will aim to resolve these at this point.

When you want to make a complaint
we will always:

* Provide you with a range of ways you
can make a complaint; verbally, in
writing, by email or via our website,
and we can support you with this

* Formally acknowledge your complaint
in writing, and send this to you within
2 working days

* Investigate your complaint and aim
to provide an outcome within 10
working days

o If we are unable to complete our
investigation within 10 working days
we will write to you explaining the
reason for the delay and confirming
an extended outcome deadline which
will be no more than 20 working
days from when the complaint was
received



We will provide you with a copy of our
Complaints policy upon request, and
provide you with information about
your right to escalate your Complaint
if you continue to be unsatisfied with
our response.

Once your complaint has been resolved,
we may send you a short survey to let
us know your views of how you and
your complaint have been dealt with.

Compliments and comments

Compliments and suggestions you
may have concerning our services are
always welcome and we are always
pleased to hear positive feedback when
things go right. All Compliments are
recorded and shared at our monthly
Staff Brief so that we can learn from
best practice.

You can make a compliment verbally,
in writing, by email or via our website,
and we can support you with this.

Data Protection

When you first make contact with

CVCH we begin to collect information
about you, the most obvious being your
name and address. From that point on
CVCH adds more information as your
application progresses and, hopefully,
we are able to offer you a tenancy.

This information is added to after you
become a tenant.

We have a number of important legal
obligations and are legally obliged to
protect any personal information we
hold. There are very strict rules about
how much information we can hold,
how it can be used and who is allowed
to see it.

For further detailed information we will
provide you with a copy of our Data
Protection Policy upon request.
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If you would like this leaflet in Braille, audio or large print, or if English is not your first language and you
require help, please call 0121 748 8100.

Arabic CET Y g el ey il gl R ey iy 0 T e ety it S 1
0121 T48 B100 a5 ol g g siielns 0 dabag a8 g 240 tial &g eyl

Bengali  wnsif o ot wuari Pt mim, wive 77 Bk 57 wen B o wemE T A w
W WHAR T ST AR S, R WA 3 O w0121 748 8100 T Fwe)

Chinese SR EMIE &% F MK f 0. T PERELFaRMEE, fim
EiE RN EE A AR EARE S, 84 00H N 0121 748 B100.

Farsi igaah G pd g on by by i gl o guy 1 Bk Ay g e () Sy Ay il JS)
Ol w e by L] et Fead e Sl ) S bk ) S et ARy
oty b3 01217488100

French 5i voua désinaz olitenir catta brochure en Braile, en Audio ou en impression gros caracléres, ou si Fanglals n'est
|pas voire langue maternelle et gue vous avez besain d'aide, veullez appeler le 0121 748 8100,

Kurdish Sl a gty ooa oyl g o D s Py e D B R B Sl el el
D121 TAB BI0D 5 g 4 e g A i g g g S by 3 s SRS il

Pashto slgpisipd gl Bl L St Sole byl A bpiddia ez p )l puliaf
55 50 ebei 0 g 0121 74B 8100 155,55 Ao 59150 e o 40

Polish  Jeteii cheasz uzyskad niniejsza ulotke w jezyku Braille'a, na taémie magnetoionowe] czy w
wersji Z dufym drukiem, lub gdy jezyk angielski nie jest Twoim jprykiem ojczystym i
potrzebujesz pomocy, Zadrwod pod numer 0121 748 B100.

Punjabi & =i fro dede wis, walls o @2 filr fow S ed 9w *faddt god ufosh
= w5t A wd Fog wee o A A, fawe FER o vk s T EEoEm

Russian [Ecnd Bel ®&nasTe NonyuMTs Gpowiopy B wpndime Bpaina, 18yKoaomM GOpMATS MK
KPYNHOM WpWgTe, 8 TAKRE 8CNH AHIMUACKHA He ABNRETCA BawHM poaHbIM AI6IEOM W Bam
HEoBXORMMA NOMOULL, NOXANYRETA, NOABoWUTE No nomepy 0121 T48 B100.

Haddii aed bug-yerahaan ku ratid farta indhoolaha Braille, hab la Dhegaysto ama
daabacad far waa-wayn ama haddii a8 Ingiriiska uusan shean ugadaada keowaad ivo
caawinaad u baahan ahay, fadlan so0 wac 0121 748 8100,

Urdu L AN121 748 Ban0dyed L Ko d L oe o oL T A st g T e Jls o U
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Contact Details

Visit or write to: CVCH, 11 High Street, Castle Vale, Birmingham B35 7PR
Tel: 0121 748 8100

Email: contactus@cvch.org.uk Fax: 0121 748 8105

Or visit the website: www.cvch.org.uk
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