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APPENDIX B

PROPERTY SERVICES

DRAFT SERVICE STANDARDS FOR CONSULTATION 09 SEPT 02

WE WILL;

e Plain English Campaign Write all major publications and customer letters in accordance
with the Plain English campaign

¢ Dealing with complaints Take a pro-active approach to complaints

Monitor complaints via the complaints recording procedure &
internal procedures
Respond in writing within 7 working days
s  Telephone Technique Give name & department when answering telephone
Answer the phone promptly or divert te voice-mail if not available.
Update voicemail greeting daily.
Access messages left on voicemail daily.
s Leave Cover Provide leave cover for projects
+ Correspondence Answer within 10 working days
Keep a record of letters received
Send an acknowledgement reply for letters received
s  Appointment Make appointments for convenience of customer
Be flexible by providing out of hour’s appointments
Make special arrangements for shift workers

e Identity ' Wear ID cards
Carry business cards
¢ Customer information Issue customer guides and for major works

Issue a Code of behaviour for contractors and a Code of Practice
for planned maintenance
Publish information in the “Tenants News Letter”
Issue questionnaires on service provided
Publish customer satisfaction levels etc
Issue a Property Services booklet
e Consultation with Councillors, Individual Customers, Tenant Groups,
Stakeholders and Budget Managers on:
Business Planning & Asset Management
Specification
Setting Service Standards
Programming of works
Customer choice
Response times for day to day maintenance
All work undertaken to identify areas for improvement
¢  Monitor Customer satisfaction levels
Notice to customers given by contractors
Target dates on inspections and jobs
Cleaning up during and after work
Budgets
Complaints
Compliments
Customer views
s Contractors Ensure that contractors are competent, correctly qualified and
are suitable for the work entailed
¢ Benchmark Through the local KCMO and National BVBS
Project meetings Hold regular project meetings inviting customers to attend
Value for Money Check and compare tenders/estimates and ensure work they
represent value for money.



PROPERTY SERVICES
DRAFT SERVICE STANDARDS FOR CONSULTATION 09 SEPT 02

WE WILL ENSURE THAT OUR CONTRACTORS WILL:

¢  Appeointments Make appointments for the convenience of customers
s  Presentation Wear ID Cards and ensure that they are smartly dressed.
¢ Specification Adhere to the specification, carrying out the work correctly and

in a clean and tidy manor.
Provide protection for customer’s personal property effected by
works in progress.



