
363 digital 
survey 

responses from
customers

50 customers
were interested 

in hearing 
more 

Staff voices
represented 

7 customers
wanted to

 have direct
conversations

Who did we hear 
from?

Why have we made a
Customer Charter?

“As part of our commitment to delivering excellent customer
services we recognised the need for a clear, shared

understanding of the standards of customer service that
customers could expect to receive. So, as part of our

Customer and Communities Strategy we decided to co-
produce a Customer Charter to enable customers to hold us

accountable to standards that matter most to them.”
Christine Fox - Director of Customer and Community Services 

Glossary of terms

80% data coverage:
This means we hold information like
age, gender, and ethnicity for 80% of
tenants, helping tailor services and

meet legal obligations.

Neighbourhood Plans:
A neighbourhood plan is a

document that has a specific action
plan for an area, created from
conversations with customers.

TSM:
Tenant Satisfaction Measures (TSM) are
questions set by the Regulator of Social

Housing that we ask customers each
year to monitor our performance.

Customer facing policies:
Any policies we have that affect our

customers e.g. rent, housing
management, repairs, where customers

have opportunity to influence.  

Response times for ‘key services:
This includes services like Income
Collection, Housing Management,

Repairs, Lettings, General Enquiries,
and Complaints.

2% of all calls audited:
This equates to about 500 calls that
will be listened to every year based

on our current call intake. 


