
A guide to 
customer service standards

Key points

•	 Our customer service standards
       have been developed in                   
       consultation with our customers. 

•	 These standards reflect the level 
of service that you can expect to 
receive from Golden Lane Housing.

Kate, Golden Lane Housing tenant busy at her work



Customer services
We want to make sure that you can easily access our services and that when you contact us you 
receive an excellent standard of customer care. We will:

 Provide a 24/7 helpline which will aim to deal with our customers’ enquiries.

 Ensure that you can easily contact us in a variety of ways including; in person, by telephone,   
 email, website or letter.

 Respect your individual needs and take them into consideration when responding to your 
 enquiry.

 Aim to resolve the majority of enquiries straight away.

 Where requested, visit you in your home at a mutually convenient time.

 Continually develop our customer information so it is easy to read and understand.

 Respect your confi dentiality at all times.

 Respond quickly, regardless of how you choose to contact us. We will aim to:

      Answer the telephone within 20 seconds.

      Respond to voicemail within 1 working day.

      Reply to correspondence within 5 working days.

 Aim to put things right as soon as possible if things go wrong.

 Investigate your complaint and respond within 10 working days.

Applying for a home
We aim to provide good quality homes at affordable rents to people with a learning disability When 
you apply for a home from us we will:

 Aim to make applying for a home in the neighbourhood where you want to live, easy and   
 straightforward.

 Keep you informed about how your new home is progressing and let you know how long you   
 may have to wait.

 Give you the chance to view any home you are offered and give you information to help you 
 decide if it is the right home for you. 

 Respect your individual needs and take them into consideration when responding to your 
 enquiry.

 Ensure that you can easily contact us in a variety of ways including; in person, by telephone,   
 email, website or letter.

 Provide a 24/7 helpline which will aim to deal with our customers’ enquiries.

 Aim to resolve the majority of enquiries straight away.

 Where requested, visit you in your home at a mutually convenient time.

 Continually develop our customer information so it is easy to read and understand.

 Respect your confi dentiality at all times.

 Respond quickly, regardless of how you choose to contact us. We will aim to:

 Give you the chance to view any home you are offered and give you information to help you 
 decide if it is the right home for you. 

 Aim to make applying for a home in the neighbourhood where you want to live, easy and   
 straightforward.

 Keep you informed about how your new home is progressing and let you know how long you   
 may have to wait.

 Aim to put things right as soon as possible if things go wrong.

 Investigate your complaint and respond within 10 working days.

2   Customer service standards     



Working with our tenants
We provide tenancy support and want to help you to get 
involved in your neighbourhood and in shaping the services we 
provide. We will:

 Help you understand your rights and responsibilities as a  
 tenant.

 Work with you and your support to provide fl exible 
 opportunities for you to engage in a way and at a level  
 that suits you.

 Engage you , your family and support in decision making  
 concerning the things that affect you.

 Ask you for feedback and give you the opportunity to be  
 involved in shaping the way we deliver our services in  
 future.

 Help you to get involved in your community and help you  
 to achieve your aspirations.

 

 Help you understand your rights and responsibilities as a  
 tenant.

 Work with you and your support to provide fl exible 
 opportunities for you to engage in a way and at a level  

 Engage you , your family and support in decision making  
 concerning the things that affect you.

 Ask you for feedback and give you the opportunity to be  
 involved in shaping the way we deliver our services in  

 Help you to get involved in your community and help you  
 to achieve your aspirations.

Your new home 
standards
Your new home will:

          Be safe

          Be clean

          Be in good repair

          Be warm

          Be secure 

          Be clean

          Be safe

          Be in good repair

          Be warm

          Be secure 
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Repairs
We aim to provide you with a high quality home that is in good condition. Sometimes repairs are 
needed to ensure that you continue to enjoy the comfort of your home. We are committed to
providing a high quality repairs service that is convenient, effi cient and dependable. We will:

 Make sure that you can easily report your repair 24 hours a day.

 Aim to make and keep appointments for all repairs where requested.

 Carry out your non emergency repairs as quickly as possible, and within:

      7 days for urgent repairs.
  
      28 days for routine repairs.

 Aim to complete your repairs right fi rst time.

 Check that you are happy with the repairs work carried out.

 Aim to attend to emergency repairs within 4 hours and will complete the repair within 
 24 hours.

 Take your individual needs into consideration when prioritising and completing a repair.

Planned works
Every year Golden Lane Housing invests around £1 million to improve and modernise customers’ 
homes. We will:

 Make sure that your home is warm, safe, energy effi cient and well maintained.

 Respect you and your home as we plan and carry out major work.

 Involve you when we are planning any major work.

 Carry out your non emergency repairs as quickly as possible, and within:

 Aim to make and keep appointments for all repairs where requested.

 Make sure that you can easily report your repair 24 hours a day.

 Aim to complete your repairs right fi rst time.

 Check that you are happy with the repairs work carried out.

 Aim to attend to emergency repairs within 4 hours and will complete the repair within 
 24 hours.

 Take your individual needs into consideration when prioritising and completing a repair.

 Make sure that your home is warm, safe, energy effi cient and well maintained.

 Respect you and your home as we plan and carry out major work.

 Involve you when we are planning any major work.
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Income management
The rent that you pay for your home is our main source of income. We use this money to carry out 
repairs and improvements to the homes we manage, and to help us continue to provide a good
quality service. We will always let you know well in advance about any rent increases, so you stay in 
control of your budget. We will:

 Offer you a choice of ways to pay your rent or service charge.

 Offer you advice and support to help you to manage debt and claim for any money or benefi ts   
 that you are entitled to.

 Ensure that information about your rent is accessible, accurate and easy to understand.

 Let you know if you fall into arrears and offer you support and guidance. We will treat you 
 sensitively and with respect at all times.

Anti social behaviour
We believe that everyone has the right to enjoy their home, free from nuisance or anti-social 
behaviour. We know the distress that this type of behaviour can cause to individuals and communities,
and we take reports of anti-social behaviour very seriously. We will:

 Respond quickly and effectively to reports of anti-social behaviour.

 Ensure that those involved with or affected by anti-social behaviour receive appropriate support  
 and guidance.

 Work with our communities to prevent anti-social behaviour.

 Ensure that information about your rent is accessible, accurate and easy to understand.

 Offer you advice and support to help you to manage debt and claim for any money or benefi ts   
 that you are entitled to.

 Offer you a choice of ways to pay your rent or service charge.

 Let you know if you fall into arrears and offer you support and guidance. We will treat you 
 sensitively and with respect at all times.

 Work with our communities to prevent anti-social behaviour.

 Ensure that those involved with or affected by anti-social behaviour receive appropriate support  
 and guidance.

 Respond quickly and effectively to reports of anti-social behaviour.
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Elaine’s story
Finding new activities for Elaine 
to enjoy has led to a new 
specialist swing being fitted by 

Golden Lane Housing’s (GLH’s) 
Repairs Service.

Ashley Grayson, service manager at Royal 
Mencap Society explains, “Elaine doesn’t 

communicate verbally, she’s got a lovely 
personality and a great character, she is very 

mischievous and you can tell a lot from her facial 
expressions and her body language.

Elaine lives with three people in Rainworth, Nottinghamshire in a 
supported living service which was bought using GLH’s 2013 bond 
monies. It’s a lovely home which has been specially adapted and 
personalised throughout, it has proven really successful for the people 
living here who have profound and multiple learning disabilities, having 
the right home is an important part of anyone’s life. We’re always 

looking to find new activities people will enjoy.

When Elaine’s using her hoist for her personal care, she starts laughing when it’s moving around, she 
also loves travelling in vehicles and going over speed humps. This gave us the idea of a specialist swing 
that could accommodate her wheelchair. They have a lovely large back garden it could go in that is 
surrounded by trees, it’s a really relaxing place for them. 

The staff work well together as a team and have worked really hard this year since the service opened 
to improve the quality of life for people. 

After everyone agreed Elaine would benefit from using a swing, we found a company that would supply 
it and GLH’s Repairs Service fitted it.

We wanted Elaine to be part of it, so she was there to see Scott doing 
the ground work and constructing it. At one point when Scott was 
talking to her she took his hand, she’ll only do this if she likes a 
person. I’m really pleased as its promoting the opportunity to 
build new relationships which is a part of Mencap’s values.

Although it’s now coming into autumn there’s been a couple 
of good days so she’s been able to go in it. We’re looking 
forward to next year when she can use it a lot more.”

Scott Harrison from GLH’s Repairs Service team says, “It’s 
more than just a job, I’m making a difference to people’s 
lives. By getting to know the tenants, you learn what they 
need and how we can provide a better service for them. It’s 
a real pleasure to see people benefit from the work we do.” 
                            

“At one point when 
Scott was talking to 

her she took his hand, 
she’ll only do this if 
she likes a person.” 

Ashley Grayson
Mencap

To contact Golden Lane Housing:
Ring: 0300 003 7007  
Email: enquiries@glh.org.uk     
Go to: www.glh.org.uk     
Follow us on twitter: @GoldenLaneHouse
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