Customer Service
Commitments

Committed to understanding, making improvements
& connecting you to services you value & trust

Call: 0300 123 3399

Web: https://www.ravenht.org.uk/
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CUSTOMER SERVICE COMMITMENTS

We want you to be proud to be a Raven customer.
We want to impress you with great services because we
know and understand what’s most important to you.
We want to continually improve, grow your trust and be easy
to deal with. We’re listening and we’ll do our best to put
things right if they go wrong.
This Charter sets out our responsibilities and what
you can expect from our services, but also what we
need from you. It’s been put together based on your
feedback on what’s most important to you. There are 6
areas in the Charter:
1. Making our services easy to access
2. Listening to you and dealing with complaints
3. Sharing information with you and keeping you
updated
4. Maintaining your home
5. Maintaining your neighbourhood
6. Ensuring employees have the right tools and skills

We know how important it is to have a
quality home you feel is safe and secure.
We will provide a range of services for you to access
what you need, when you need it. We will improve the
way we communicate with you, offer support when you
need it and maintain your home. We can only do this
with the right information, access to your home when
required and details of your circumstances and needs.
If you have any questions on these customer service
commitments, we’d love to hear from you, please email
raven@ravenht.org.uk or call 0300 123 3399.
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What you
can expect:

What we need
from you:

How we’ll
measure it:

We will make our services easy to access by:

Keep us up to date with your
correct contact details and
any changes to who lives in
your home

Raven:
% of customers satisfied with
Raven

Providing a 24 /7 online portal service so you can
take control of services like raising and tracking
repairs, dealing with rent and making payments,
getting support or advice, and making requests
Providing flexible ways for you to contact us
including online, phone, email and social media,
and working with you to increase the ways you can
contact us in future
Responding to emails and call back requests within
2 working days and online queries within 1 working
day
Getting it right first time when you contact us with
straightforward queries

Pay your rent and service
charges on time, taking up
the support offered if you’re
struggling to pay

How many issues are resolved
on the first call
How much the online portal is
used and what for

Tell us straight away if
something goes wrong

% of customers who think our
services are easy to use

Be aware of your
responsibilities in your tenancy
agreement or lease

Customers:
% of rent arrears

Be polite and respectful to our
staff, even when things have
gone wrong

Raven:
% of customers who believe
we listen and act on concerns

Respond to surveys and help
us understand where things
could be better to help us
improve

Number of customers who
give feedback or get involved
with improvement groups

How many people take up
support offered

Making it easy to find the answers you need to
common questions and information on our policies
on the website and portal
Providing free support and advice on a range of
issues including rent and money, managing your
home, and employment and skills
Being clear on our responsibilities and yours
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We will listen to you by:
Welcoming your views when you contact us to
understand and improve our services
Making it easy for you to tell us how you feel about
Raven and the services you receive
Making it easy to complain
Getting things on track within 5 days if something
goes wrong
Aiming to respond to complaints within 10 days,
treating you with respect and empathy, and
following a clear, fair process
Learning from complaints and compliments, telling
you about the improvements we’ve made as a result
Creating opportunities for you to work with us to
re-design and test our services

Call: 0300 123 3399

Tell us where things are
working well and we’ve got it
right

Number of complaints
responded to in 10 days
% of customers satisfied with
complaint handling
We will also share
improvements we make
because of complaints
Customers:
Incidents where staff have
been verbally abused or
treated disrespectfully

Web: https://www.ravenht.org.uk/
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What you
can expect:

What we need
from you:

How we’ll
measure it:

We will share information with you by:

Keep us informed of anything
that affects your query or the
timescales

Raven:
Number of complaints relating
to poor communication

Let us know whether there is
other information you’d like
to receive so we know what’s
important to you

How many people look at
RavenTimes, our website, and
social media news from Raven

Making it easy for you to track the progress of your
query, with mutually agreed timescales so you don’t
have to chase
Keeping you up to date with news and information
affecting you and your area
Being open and transparent about our services and
letting you know when problems occur
Using language which is easy to understand

Use all the tools and selfservice options available to
you to track queries, raise
issues and give us feedback

Customers:
How many customer ideas
we’ve received to improve
information sharing

Sharing performance information on our website,
including how your rent is spent
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We will maintain your home by:
Keeping to mutually agreed appointments and
carrying out the work agreed
Providing knowledgeable and friendly Customer
Advisors if you need to speak to us about a repair
Keeping you informed of reasons, progress and
completion dates if we need more than one visit
Carrying out the repair with care
Carrying out repairs within timeframes, according to
urgency
Leaving the work area clean and tidy when we’ve
finished
Keeping your records updated with the relevant
health and safety checks

Report your repair as soon as
possible
Book appointments for safety
checks early so you get the
dates and times you want
Give us access to do repairs,
gas safety inspections and
any other health and safety
inspections
Inform us as soon as possible
if you can’t keep to your
appointment
Keep your home as clean and
tidy as possible to make it
easier for us to do the work

Raven:
Number of appointments
made and kept
% customers satisfied with
the most recent repair
% boiler and health and safety
checks completed on time
% customers satisfied with
the quality of their home
% customers who feel their
work was carried out with care
Customers:
Number of missed
appointments for essential
safety inspections
Cost of missed appointments
Number of legal action cases
to gain access for essential
work
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We will maintain your neighbourhood by:
Keeping communal areas clean and tidy
Keeping communal gardens and shared green
spaces we own clear and tidy

Treat neighbours and other
residents with respect

Giving you advice and information to deal with
minor neighbour issues

Don’t dump rubbish or fly
tip in bin areas or communal
spaces

Working with partners to manage antisocial behaviour, offering support, explaining
responsibilities, and agreeing action plans with you

Report dumped rubbish,
health and safety risks, and
neighbour issues to us

Inspect estates and blocks to check for health and
safety risks
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Keep communal areas and
green space clear and tidy

Raven:
% customers satisfied with
communal cleaning
% customers satisfied with
grounds maintenance
% customers satisfied with
their neighbourhood
Customers:
Volume and cost of fly tipping
cleared
Neighbour complaints about
harassment, discrimination or
threats

WANT TO KNOW MORE? Email: raven@ravenht.org.uk
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What you
can expect:

What we need
from you:

How we’ll
measure it:

We will ensure our staff have the right tools and
skills by:

Treat Raven staff with respect

Raven:
Number of complaints about
staff behaviour or attitude

Setting clear standards of behaviour and training
staff to deliver them
Training staff to find the right information in systems
and keep you informed

Give us feedback to help us
improve

Delivery of customer service
training

Turning up on time

% customers satisfied with the
customer service they have
received

Ensuring our staff carry ID and we aim to send the
right person for the job

% customers who trust Raven
to do what is right

Providing a quality service and caring about what
we do

Customers:
Number of times staff have
been treated disrespectfully
(shouting, swearing,
discriminatory language and
threats)

Being honest, apologising and putting things right if
they go wrong
Always trying to help and offer solutions including
how your rent is spent

Call: 0300 123 3399

Web: https://www.ravenht.org.uk/
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If you have any questions on these
customer service commitments, we’d love
to hear from you
Email: raven@ravenht.org.uk
Call: 0300 123 3399

www.ravenht.org.uk
@RavenHT
RavenHousingTrust
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Raven Housing Trust

WANT TO KNOW MORE? Email: raven@ravenht.org.uk

