
Putting people first Know You

Love making a 
difference

Show You

Actively listen and learn Hear You

Earn trust through 
our actions Respect You

Collaborate creatively Work with You

Customer Charter



Putting people first | Know You

The actions we’ve taken towards this in 25/26:

You can expect us to:

Consider your individual
 needs where we can.

How you will know this is happening: 

We will have at least 80%
data coverage on our

customers and properties.

Hold good quality
 information on you

 and your home.

Keep the information
we hold up to date.

You may be asked to update
your details when you

contact us.

We will make decisions about
your area with you through
our neighbourhood plans.

Review our staff induction programme for Community Housing Officers so it is
the best it can be and includes local knowledge from residents.

Review our handover processes so that local knowledge is retained and key
relationships maintained.   

Complete our project to upgrade our customer data.

Build on our customer data upgrade work to help us understand our customers
better and improve our service based on individual needs. 



Love making a difference | Show You

The actions we’ve taken towards this in 25/26:

You can expect us to:

How you will know this is happening: 

Do what we say we
will.

Tell you what will happen
next after you’ve

contacted us.

Clearly show you what
we’ve changed with

your help.

We will monitor the TSM* for
keeping customers informed
and aim for >80% by 2027.

We will publish information
on what has changed every

quarter.

We will put the ‘resident
approved’ stamp on customer-

facing policies*.

Provide updates on strategy action plans when they are reviewed so residents
are kept well informed.

Give out case reference numbers when any case is logged so it can be easily
traced by residents and staff.

Design and implement a ‘resident approved’ stamp to add to documents where
residents’ voices have been included. 



Actively listen and learn | Hear You’

The actions we’ve taken towards this in 25/26:

You can expect us to:

How you will know this is happening: 

Take time to listen
when you call us.

Ask the right questions
and take the right action. 

Learn from complaints we
have received.

We will monitor the TSM* for
listening and acting on views,

and aim for >80% by 2027.

2% of calls* audited and
scoring highly on quality
assurance  framework.

We will monitor the TSM* for
complaints handling and aim

for >50% by 2027.

Recruit an additional person in our Customer Insight team to improve our
complaints process.

Continue our ‘digital by choice’ approach and keep a range of communication
options so there’s more time on the phone lines for people who need it.

Build an audit tool to assess quality of calls to have in place by end of Quarter 2
25/26. 

Audit 2% of all calls* on a quarterly basis. 



Collaborate Creatively | Work with You

The actions we’ve taken towards this in 25/26:

You can expect us to:

How you will know this is happening: 

Work with you on matters
that are important to you.

Involve you in decisions
where we can.

Be clear about what we can
and can’t do.

We will monitor the TSM* for
listening and acting on views,

and aim for >80% by 2027.

We will report on the % of
customers involved in
engagement activities.

We will monitor the diversity
of engaged customers.

Publish our response times on our website for key services* so you know what
to expect when you contact us. 

Publish a Customer Voice Impact Report annually. 

Give customers opportunities to influence change at all levels.

Be innovative and creative about ways of working with customers at all levels
within Connect e.g. digital opportunities, customer-led deep dive reviews.



Earn trust through our actions | Respect You

The actions we’ve taken towards this in 25/26:

You can expect us to:

How you will know this is happening: 

Give a consistent level
of service no matter
who you speak to.

Keep our ‘personal
touch’ approach.

Treat you with care
and respect.

We will monitor the
 TSM* for treating people fairly

and with respect, 
and aim for >85% by 2027.

We will make our
performance data

available for all to see.

We will monitor the
Net Promoter Score

and aim for +42.

Make it clear why we are collecting data and what we’re using it for by making our
privacy notice more visible. 

Adapt to each person’s needs by using customer data & insight.

Ensure we have non-digital contact options.

Ensure all staff have completed customer care training and refresh this training in
line with our learning and development schedule. 
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