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Housing Choices
Service Standards

This statement sets out the standards of service you can expect to receive from the Housing Choice team, the things you can do to help and what we will expect from you.
We will:

· Be polite and treat you fairly with courtesy, honesty and respect
· Not discriminate against you because of age, gender, disability, race, faith or sexual orientation
· Make sure a duty officer is available when the offices are open
· Provide accessible services for people with restricted mobility, wheelchair users or impairment
· Communicate with you clearly
· Make translated information or large print available to you on request
· Speak to you within 15 minutes of your arrival at our reception desk 5, if you do not have a pre booked appointment
· Answer the telephone within 5 rings
· Respond to your letters and emails within 5 working days
· Arrange for you to be interviewed in a private room, if you prefer

· Provide you with the name and contact details of the officer you have dealt with

· Work to try and prevent your homelessness occurring whenever possible
·  Confirm clearly in writing the advice you are given within 5 working days
· New applications will be registered within 10 working days of receipt provided that all supporting information is available
· Review banding decision within 14 working days
·  Homeless applications will be made within 28 working days
What we expect from you
We kindly ask that you:
· Treat all staff with respect

· Do not use offensive language or violence towards the staff or other customers

· You are honest

· You provide all the information we request as soon as possible

· You are on time for any pre booked appointments

· You call to re arrange or cancel meetings if you cannot make them or are running late

· Let us know if you need help or support with any aspect of the process

· Use our satisfaction survey to help us monitor and improve our service

 Should you wish to contact our service for any reason our contact details are
Email housing.choices@nwleicestershire.gov.uk 
Free phone 0800 183 0357

Or further information can be found on our website www.nwleics.gov.uk/housing_advice
