
[image: image1.png]



A1 HOUSING BASSETLAW

OPENNESS AND FAIRNESS POLICY

OPENNESS AND FAIRNESS POILCY

1. 
Introduction
1.1
A1 Housing aims to provide services that are to the highest possible standards for the benefit of the tenants, leaseholders, applicants and residents of Bassetlaw.

1.2 Within that context we aim to be seen to conduct all business openly and fairly and with the highest standards of probity.

1.3
Openness and Fairness is extremely important to A1 as part of our desire to enhance the quality of life for our tenants and future tenants. This strategy sits under the A1 Service and Business Plans and contributes to three of our Long Term Aims:

· Long Term Aim 2 - Resident led with fair, accessible and equal services 

· Long Term Aim 3 - An excellent and seamless service

· Long Term Aim 5 - An ambitious and well run organisation

1.4 The policy also contributes to the Council’s Corporate Plan objective of

· Improve customer satisfaction by providing accessible and responsive services

2
Openness
2.1
General

We will be open and responsive to all its customers and in particular by:

· Working in partnership with Bassetlaw District Council 

· Liaising with relevant tenants, leaseholders, applicants, tenant and residents groups, voluntary agencies and other organisations

· Ensuring that the Annual General Meeting is publicised and held at an appropriate time and venue to encourage attendance by the maximum number of tenants and leaseholders 

· Ensure Board Meetings are held at an appropriate time and venue, which is open to attendance from tenants and leaseholders for items of a non-confidential nature and that a session of 15 minutes are available for general questions

· Maintaining external accreditations such as Customer Service Excellence, Investors In People and ISO 9001 which are recognition of excellence including how we deal with customers

2.2
Information

We will

· Produce and publish statistical, financial, and other information about performance and service improvement within A1 

· Publish all Board Meeting agendas and minutes in accessible formats

· Respond to all reasonable requests for access to information in accordance with legislation unless that information is commercially sensitive or confidential

· Provide all necessary information and produce a range of service standards and leaflets which are developed and updated in consultation with tenants and leaseholders

· Have clear policies, procedures and objectives that are developed in partnership with tenants and leaseholders

· Have clear protocols for staff and Board Members in terms of probity and codes of conduct for dealing with information requests from tenants, Quality Impact Panel and tenant inspectors

· Consult with our tenants and leaseholders regularly, eg through the use of customer surveys, formal consultation on major issues affecting all tenants, leaseholders and future tenants

3
Fairness

3.1 Help

We will help by

· Training all of our staff in customer care and how to deal with enquiries and will help wherever possible with the needs/wants of all our customers
· Making appointments to see you, either at your home or in the office, at your convenience between the office hours agreed with our customers
· Regularly publicising and updating relevant contact details for each service within A1 
3.2
Courtesy


We will 

· Courteous and friendly when they are dealing with customers

· Wear name badges when dealing with customers

· Give our name when answering the telephone and talking to customers

· Treat all enquires in the strictest confidence

· Inform you of appointment times in advance

3.3       Service Delivery
We will

· Treat all customers fairly and impartially 

· Provide the same high standard of service to all customers

· If we get things wrong do our best to put them right as quickly as possible and correct mistakes through our complaints and avoided complaints process.

3.4
Equal Opportunities


We will 

· Ensure that no person or group of people applying for housing or requiring, any housing service, employment or contracts, will be treated less fairly than any other person because of their race, age, religion/belief, sexual orientation, gender, disability or any other matter that causes a person to be treated with injustice
· Train all staff on meeting all statutory requirements on disability and equality awareness
· Publish an Equality and Diversity Strategy
· Ensure that all communication meets the various needs of customers and to ensure services are easily accessed through a variety of locations and methods including visits to residents’ homes, where appropriate
· Ensure all front line offices, Community Houses and Community Centres allow wheelchair access and are accessible for customers with disabilities
· Where reasonable provide an interpretation service for customers who don’t speak English
· Provide any personal information that we hold about any individual customer in accordance with Data Protection Legislation
· If you need any help communicating or understanding any of our documents arrange for alternative formats. 

3.5
Complaints


We will

· Provide a complaints service that can contacted at any of the A1 offices

· If customers continue to be dissatisfied accept a formal complaint.  This can be done by contacting any of the A1 offices and/or officers.

· Publish our complaints procedure and send to any tenant making a complaint.

· Try to resolve any issues at the earliest possible stage to try prevent the need for a tenant to make a complaint

· Learn from all complaints and provide details of action taken in response to complaints.  
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