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Our pledges to our customers

Our pledges outline what you can expect
when you become one of our tenants and
the services you can expect during your
tenancy.

Performance against the pledges is
monitored by our Community Trust Panel
and reported on our website.

If you are interested in being involved in our
Community Trust Panel as a resident or
independent member or for more
information;

4visit our website
www.incommunities.co.uk/get-involved

4or contact our Policy and Performance
Team on tel: 01274 257905

tenant involvement & empowerment

customer care

4we will provide tenants with accessible, relevant
and timely information about the services we
provide to them and will acknowledge all letters
and emails
4we will respond to all letters and emails in full
within 10 working days. We will confirm these
dates with you

4we will answer all calls made by our customers
4if you need an appointment for a service we
will ensure we provide an appointment time
that is suitable for you

4we will treat you with courtesy and respect in
accordance with your individual needs

tenant involvement & empowerment

complaints

4we will provide you with the named investigating
officer however we may not consider your
complaint if you leave it longer than 6 months
4we will agree timescales for providing progress
reports and resolution with you and we will
always aim to use your preferred method of
contact
4we will let you know the outcome of your
complaint and anything we have learned or
changed as a result of your complaint

4we aim to achieve good levels of satisfaction with
the way we handle complaints and will report on
this in full every year in the @home customer
newsletter and on our website

tenant involvement & empowerment

Understanding & responding to diverse needs

4we will use your preferred language/format to
communicate with you
4we will investigate where particular groups of
people are less satisfied with a service than
customers as a whole and identify where
particular groups of customers are not
accessing a service
4we will ensure all of our services can be
accessed through e-mail, via the internet,
by telephone, by post, in person ensuring
individual needs are met

tenant involvement & empowerment

involvement & empowerment

4our Community Trust Panel, Neighbourhood
Panel and Customer Inspectors will work to
ensure that performance is scrutinised and
appropriate training and support will be offered
to those customers that are involved in our
scrutiny and decision making structures
4tenant representatives will be included on
Incommunities Housing Association Board

4performance information will be publicised on the
Incommunities website on a quarterly basis and
will also be published in the @home newsletter
4Incommunities will consult with customers before
any significant change is made to either a policy
or strategic priority

home standard

repairs and gas

4 we will complete your repair at a time that is
convenient to you

4 after carrying out any work, we will ensure we do
not leave any mess or damage in your home
4 where you have gas appliances, we will ensure
we complete a gas safety check in your home
each year and provide you with a certificate

4 we will attend to your home within 24 hours
where there is a danger to life including severe
flooding, burst pipes, blocked drains, no lights in
the entire dwelling

home standard

quality of accommodation

4we will tell you about any work that is scheduled
to be carried out in your home and you will be
offered a visit prior to any major work starting.
We will keep you informed about any health and
safety issues, discuss any concerns and answer
any questions you might have about the work

4where the type of work allows, we aim to offer
you a choice, for example a range of finishes and
designs of kitchen units
4if there are any circumstances where you will be
left without a supply of heating, electricity or
water, we will let you know and make suitable
arrangements with you
4we will ensure your home is maintained to the
decent homes standard as a minimum

tenancy

tenure

4we will offer different types of tenancies to meet
the needs of our customers to enable them to
remain in their home for as long as they need it

tenancy

allocations

4 we will publicly advertise our available properties using
a variety of methods including Incommunities
propertyshop
4 if you apply for a home we will tell you how long you
are likely to wait for different types of properties in
different areas

4 you will be given the opportunity to visit the property
you are offered before you are asked if you want to
take the tenancy

4 we will come to an agreement with you about the works
that will be carried out to your home before you move in
4 we will visit you within 4 weeks of you moving into your
new home to make sure you have settled in and
answer any questions you have. If you have been
granted a Starter Tenancy you will also receive home
visits 6 and 9 months into your tenancy to ensure there
are no tenancy compliance issues

neighbourhood and community

neighbourhood and local area co-operation

4we will clean every block we are responsible for
in accordance with the schedule displayed in
each block

4we will maintain all grassed areas, shrubs, plants,
hedges and trees that we are responsible for
4where the service includes active monitoring the
CCTV monitoring station will be staffed 24 hours
a day, 365 days of the year
4we will host and promote resident walkabouts
in your neighbourhood and advise you of any
actions we have taken following the walkabout

4we will work with other agencies in the community
to effectively deliver on local priorities

neighbourhood and community

anti-social behaviour

4we will offer a 24-hour anti-social behaviour
hotline

4we will undertake an interview with you to take
further details of your case within 5 working days
of the initial report
4we will provide a quarterly update on the
Incommunities website to demonstrate the
effectiveness of the ASB Policy
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