
Customer care –
Committed to quality



Committed to quality
We are committed to giving our 
customers a high quality service. 
Our staff are committed to being 
polite and friendly. We treat all 
information confidentially. We 
provide the same standard of 
service wherever you live and we 
aim to treat all our customers fairly 
and according to their needs.

We always welcome your 
comments about how we can 
improve our services.

This leaflet explains the customer- 
care standards you can expect 
from us.

Our service standards 
leaflets

A group of residents have helped 
to produce our service standards 
leaflets. Each leaflet tells you about 
the level of service you can expect 
from us, as well as our service 
standards, for each main area  
we work in. These service  
standards cover: 
• complaints and compliments;
• resident involvement and       		
   community development;
• equality and diversity;
• repairs;
• adaptations;

• lettings and empty homes;
• �rent;
• �antisocial behaviour and 

harassment;
• estate services;
• managing your tenancy;
• �supported housing and 
  floating support services;
• leasehold services; and
• customer care.

We will check regularly to see if we 
are meeting these service standards 
and let you know how we are doing. 
If you think we are not meeting these 
standards, please phone us on 
0300 303 2500.

Our customer care  
service standards
When you contact us, you can 
expect the following standards.  
We will:
• �answer the phone within  

20 seconds; 

• tell you who you are 
   speaking to;

• �arrange home visits if you ask us to;

• �respond to all letters or e-mails 
within 10 working days of  
receiving them; 

• �offer you a service called 
Language Line which you can use 
if English is not your first language 
and, if you ask us, provide you with 

If you want to tell us what you think about our 
services, please contact 0300 303 2500.



the information you need in 
your language; provide you with 		
information in other formats such   	    
as in large print, in Braille or on CD  	   
if you ask us to; and

•	 give customers with hearing 
difficulties access to a textphone. 

If you visit us:

• �our offices will display opening 
times and an emergency  
out-of-hours number;

• �our reception areas will be clean 
and tidy with a variety of 
information available on services 
that we and our partners provide;

• �we will see you within five minutes 
of your agreed appointment time;

• �if you arrive without an 
appointment, we will tell you how 
long you will need to wait to see a 
member of staff or we will offer you 
a future appointment; and

• �if you want to talk to us in private, 
we will offer you an interview room 
if one is available.

If we visit your home we will:

• �show you our identification, behave 
professionally and respect your 
home at all times; and

• �be on time. If we are going to be 
late, we will call to let you know 
when we will arrive.

This leaflet only provides an  
outline of the services we offer.  
For more details you can:

   • �read your tenant’s or 
leaseholder’s handbook;

   • �read the newsletters and leaflets 
we send to you;

   • �contact us using the information  
below or speak to your housing 
officer; or

   • �visit our website at  
www.swan.org.uk

Contact us
If you want to discuss 
anything we have mentioned 
in this leaflet, please phone 
0300 303 2500.

Customer care: 
Text: 07950 961811 
(start your text with the  
word INVOLVE)

You can also contact us 
through our website at 
www.swan.org.uk or at:

Head Office
Swan Housing Association 
Pilgrim House 
High Street, Billericay 
Essex CM12 9XY.

Or visit our London office at:

Swan Housing Association
Cygnet House South 
10 Chrisp Street 
London E14 6LL.
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If you would like a copy of this document 
in large print, Braille or on CD please 
call 0300 303 2500.

www.swan.org.uk
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