Good places to come home to @

CONTACTING HASTOE HOUSING ASSOCIATION —
THE SERVICE YOU CAN EXPECT




Whether you are contacting us by phone, email, fax

or in person you should receive a prompt, efficient and
courteous service. However, it is not possible to sort out
every enquiry immediately, so this leaflet lets you know
the minimum standard you can expect. Although many of
our staff are often out of the office, you will usually find
our service is much quicker.

BY PHONE

When you call, we will put you through
to someone who can help with your
enquiry.

If you ask for a specific person, such

as your Area Housing Manager, we will
normally be able to put you through
to them.

If the person you need to speak to is
not available or out of the office you
can choose to leave a voice mail or a
message for them. They should contact
you within one working day — please
make sure you leave a contact number.

LETTERS, EMAILS AND FAXES

All these will be dealt with in the same
way. You should receive our reply within
7 days. If this isn’t possible — for
example we may need to do some
research — we will let you know when
you should be able to expect a reply.
We aim to do this within a further

14 days (21 days from receiving your
enquiry). Again if it is not possible to

give you an informed response we will
contact you at least every 21 days to let
you know how things are progressing.

Please send your enquiry to the relevant
department at your regional office.
Departments such as accounts, property
services or the directors are based at
head office. All the addresses and fax
numbers are shown on page 5.

VISITING THE OFFICE

You can pop in at your regional office
where staff will be able to deal with
most of your enquiries. If not, they will
let you know within one working day
when you can expect a response. It is
better to make an appointment first so
you don’t have to wait. Feel free to
bring someone with you such as a
friend, relative, advisor or interpreter.




EMERGENCY REPAIRS
(KNOWN AS PRIORITY 1)

Some examples of emergency repairs
are total loss of power, gas or water, no
available toilet facilities, or those which
are a threat to the health and safety of
you, your household or the general
public.

- Emergencies between 9am-5pm
weekdays call or email your regional
office or your specific service provider

- Emergencies out of hours
(5pm-9am weekdays; weekends;
bank holidays and after 12pm on
Christmas Eve) tel: 0845 757 3842

You will be asked your name, address,
contact number, details of the repair
and access details for the contractor.
Emergency repairs will be made safe
within 24 hours with follow up repairs
as soon as possible.

NON EMERGENCY REPAIRS

These should be directed to the
maintenance department at your
regional office. Your repair will be given
a priority level from 1-4 and you will be
told the maximum time it will take to
resolve the problem. Priority levels may
be adjusted to suit tenant
circumstances.

Priority level 2 — within 7 days
Priority level 3 — within 21 days
Priority level 4 — within 91 days

We usually meet these targets but there
are some instances — for example if we
need to order a specific part — where
this is not possible. We will keep you
informed at least every 3 weeks.

WHAT DO YOU THINK OF OUR SERVICE?

It is important to us that we provide a good quality service to all our
customers and to do this we need to know what you think. We can learn
from your compliments, complaints, suggestions or comments and would
be delighted to hear from you. For more information see our “making a

complaint or compliment™ leaflet.

ALTERNATIVE FORMATS

If you would like this document in another language or format,

. . . . ENGLISH
or if you require the services of an interpreter, please contact us
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CONTACT US AT:
South East Regional Office

Hastoe Housing Association,

Marina House, 17 Marina Place,
Hampton Wick, Kingston upon Thames,
Surrey KT1 4BH

Lo-call: 0845 702 3271

Property Services Lo-call: 0845 601 5506
Fax: 020 8943 9637
southeast@hastoe.com

Milton Keynes Area Office

Hastoe Housing Association,

Witan Court, 319 Upper Fourth Street,
Milton Keynes, Buckinghamshire

MK9 1EH

Tel: 01908 396241/2
Fax: 01908 237843
miltonkeynes@hastoe.com

West Country Regional Office

Hastoe Housing Association,
Fleur de Lis, Middlemarsh Street,
Poundbury, Dorchester, Dorset DT1 3GX

Lo-call: 0845 601 8865
Fax: 01305 250106
westcountry@hastoe.com
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East Regional Office

Hastoe Housing Association,
Rectory Farm Barns, Little Chesterford,
Saffron Walden, Essex CB10 1UD

Lo-call: 0845 601 9043
Fax: 01799 531039
eastregion@hastoe.com

Out of hours emergency number

5pm to 9am, weekends and bank
holidays

Lo-call: 0847 757 3842

Head Office

Hastoe Housing Association,

Marina House, 17 Marina Place,
Hampton Wick, Kingston upon Thames,
Surrey KT1 4BH

Tel: 020 8943 4433
Fax: 020 8943 2163
info@hastoe.com

www.hastoe.com
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