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Information contained in this leaflet is believed to be correct at time of going to press.
We operate a policy of continuous development and certain details may change from

time to time. Consequently this leaflet should be treated as general guidance only.
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Customerservices

When you rented your home from us
you became a tenant of Willow Park
Housing Trust. Because we look after
your home and neighbourhood and
supply you with different services,
you also became our customer.
Therefore we want to give you the
best possible customer service we can.

The next few pages tell you about
the services we provide for you and
the standard of customer service
you should expect from us.



Customer Services Team: 0800 633 5500

We will always do our very
best to help you as fast as we
can, all we ask in return is that you:

• Are polite and courteous to our
staff and contractors.

• Are patient if the office is busy.

• Let us know in advance if you
can’t keep an appointment.

• Tell us if we don’t meet our
service standards.

Treating you fairly
It is important to everyone at
Willow Park Housing Trust that we
treat you with respect. We want you
to enjoy living in your home and
being part of our community. We
will always try and treat you fairly.

When we write to you
We will use everyday English and
avoid jargon.

When you write to us
We will always reply to you within
5 days, even if we need a little more
time to answer your question or
solve your problem.

When you visit our office
We will make sure that you are able
to see someone the same day if
your enquiry is urgent. You won’t
have to wait more than 10 minutes
to see the Duty Officer, unless they
are already helping someone else.

Willow Park Housing Trust’s
Customer Charter

We want to give you the best
service we can, so we’ve made a list
of the things that we’ll always do
when you need our help. We call it
our Customer Charter and it means
that we will:

• Always be polite, helpful and
approachable.

• Wear name badges so you know
who you’re speaking to.

• Answer your telephone calls
within 20 seconds with a
standard greeting.

• Help you at your first point
of contact and if that person
can’t help, we will get someone
who can.

• Return your telephone calls
the same day, or the next
working day if you call us
in the afternoon.

• Respond to your letters within
5 working days or within
10 working days for more
complex enquiries.

• See you on time when you have
an appointment.

• Offer appointments for all
home visits.

• Make sure that you can contact
us simply and quickly.

• Treat you like an individual.
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Protecting your privacy

Customer services

When you rented your home, you
gave us information such as your
name, the number of people in your
family, your income and any health
issues or special needs. All this
information is treated as confidential
and is protected by the Data
Protection Act. This is a law that
makes sure we use your personal
information properly. We use the
information you have given us to
help us:

• Look after your home
and your neighbourhood

• Collect your rent

• Carry out repairs and maintenance

• Take care of your health
and support needs

• Understand how we can help
you more

• Reduce crime

• Make sure we treat
everyone equally

We sometimes have to share
this information with other
organisations, but we only do this
when we are sure your privacy will
still be protected. The Data
Protection Act gives you the right to
look at the personal information we
hold about you. However, the law
does not allow us to do this if seeing
your information would mean seeing
information about another person.

www.willow-park.co.uk

If you want to see
any of the personal
information about you that
we have, please contact
your Housing Officer.
You will need some proof
of identity and there
may be a small charge
for this service.
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Customer Services Team: 0800 633 5500

Looking after everyone

We are dedicated to treating you
fairly and equally. When we ask you
for personal information it’s so we
can make sure we meet the needs of
all our tenants. Whatever your race,
colour, ethnic or national origin,
religion, political views, sexual
orientation, age or disability, we
want to make sure that we meet
your needs.

If there is any more information that
you want to give us about you or
your household that will help us
improve our services for you, please
contact the Customer Services Team
and they will add it to our records.

Getting along - Lakhiwe from St. John Fisher & Thomas More Catholic Primary School
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Customer services

Our Customer Charter sets out the
level of service you should expect
from us generally. We also have
Service Standards for each type
of service we provide you with.
These standards are our promise
to you about the quality of service
you can expect from us. We use
them to make sure we are serving
you properly and to give us ideas
about how we can do better.

Community safety
We want you to be safe and secure
in your home and around your
neighbourhood. To help us we have
installed Closed Circuit Television
(CCTV) cameras throughout East
Wythenshawe. We also have a
Concierge Service, Neighbourhood
Wardens and Specialist Housing
Officers available to help you.

CCTV
• All staff are licensed by the

Security Industry Authority
• All incidents captured by CCTV

will be reported within 12 hours
• Requests for footage by Greater

Manchester Police will be
provided within 24 hours

• All technical faults will be
investigated within
1 working day

• 90% of faults will be repaired
within 5 working days

Concierge
• Is available 24 hours a day,

365 days a year
• 90% of calls to the Concierge

will be answered within
20 seconds

Neighbourhood Wardens
• Will respond to urgent calls for

assistance within 30 minutes
during their hours of work

Anti-social behaviour
Willow Park Housing Trust will not
tolerate anti-social behaviour of any
kind. For your well-being and safety
we will:
• Investigate every report of

anti-social behaviour
• Meet with anyone subjected

to anti-social behaviour within
5 days

• Meet with anyone subjected to
serious harassment or nuisance
within 24 hours

(See ‘Community safety’ leaflet for
further information)

Our service standards



Customer Services Team: 0800 633 5500

Tenancy changes
If your circumstances change we will
do our best to help you as quickly and
sympathetically as we can:

Succession to a tenancy
Our approval process for succession
to a tenancy takes a maximum of
15 working days.

(See ‘Your tenancy’ leaflet for further
information)

Name change only
You may need to apply for a change
of name on your tenancy agreement,
if you get married for example. Once
you have provided all the information
we need, we will let you know our
decision within 10 working days.

Repairs and maintenance
If your property is damaged or
something goes wrong we will do our
best to fix it:
• Emergency repairs will be done

within 24 hours
• Urgent repairs will be done within

5 working days
• Routine repairs will be done within

10 working days
• Major repairs will be done within

30 working days
• Follow up work after an out of

hours emergency call out will be
ordered within 24 hours

(See ‘Repairs & improvements’ leaflet
for further information)

Mobile Caretaking and
Cleaning Services
We will do a health and safety check of
multi-storey flats each day and will:
• Make sure that access and parking

for emergency services are clear
• Check entrance doors are secure
• Check lighting is working
• Check that fire doors close

automatically
• Check that lifts are clean and

working
• Check the bin rooms and bin chutes

Rent Service
Willow Park Housing Trust uses your
rent money to maintain your homes
and neighbourhoods. Without your
rent money we can’t do any of these
things so paying your rent is very
important.
• When we increase your rent we

will give you 4 weeks notice in
writing

• We will give you a rent statement
at least 3 times a year

• Independent debt advice is
available if you face financial
hardship

• If you fall into arrears we will offer
repayment plans based on your
ability to pay

• We will take legal action against
people who do not pay their rent
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Customer services

Estate management
We will regularly inspect your home
and neighbourhood to make sure its
safe and well maintained:

• We will organise estate inspections
with tenants and partner
organisations 4 times a year

• We will carry out a gas check of
all properties once a year. This is
very important for the safety of
you and your neighbours. We will
have to take legal action against
anyone who refuses access to
their home for this safety check

• We will carry out garden
inspections 4 times a year to make
sure gardens are neat and tidy

Allocations and
empty properties
• All exchange applications will be

processed within 42 days of
receiving the application

• If you, or someone who visits you,
behave in an unsatisfactory way
you will breach your tenancy
agreement. You will then be
registered on the Rehousing
Review List and will not be
rehoused by us

• When you give us 4 weeks notice
to terminate a tenancy, our
Housing Officer will visit the
property within 5 working days

How we measure
Service Standards
We use lots of different information
to make sure we are meeting our
service targets and giving you the
best and fairest service we can,
such as:

• Tenant forums - meetings where
you let us know how we are doing

• Satisfaction surveys

• Comments, compliments and
complaints

• Comparing our performance
with other social landlords

• Our customer information system

• Regular service inspections

Once we’ve looked at all this
information we’ll let you know how
we are going to improve or do things
differently. We’ll do this through:

• Tenant newsletters

• Annual plan

• Special events

• Tenant forums

• Board minutes

• Reports to our regulators



Customer Services Team: 0800 633 5500

Comments, compliments
and complaints
We’d like to know what you think about
us. Whether it’s a general comment,
a compliment or a complaint we’d like
to hear from you. We will use what you
tell us to improve the service we give
you. We will let you know how your
feedback has helped us through our
newsletters and information in our
office reception areas.

Please let us know if:

• We have done something
particularly well

• You have a suggestion about how
we can do something better

• You are unhappy with our service

You can let us know by:

• Mail
Customer Services Manager,
Benchill Neighbourhood Office,
34 Benchill Road,
Wythenshawe M22 8LF

• Telephone
Customer Services Team
0800 633 5500

• Text
86688 please make sure that you
text WILLOW before any message

• Website
www.willow-park.co.uk

• E-mail
complaints@willow-park.co.uk

• In person
Call into your local office
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Customer services

How we deal with complaints
We have a complaints procedure
so that you can tell us if you are
unhappy with our service and give
us a chance to put it right.

We will phone you within 24 hours
of receiving your complaint and will
acknowledge it in writing within
5 days of receiving it. A full response
will normally be sent to you within
10 working days. Sometimes we
need more time to investigate your
complaint and we will send you a
letter to let you know when you can
expect a full response.

If we do not respond, either with
a final, or interim response to explain
the delay within 10 working days, we
will pay you £10.00 compensation.

If you are not satisfied with our
response, you can ask to have the
decision reviewed by a Willow Park
Housing Trust Director or,
if appropriate, a Head of Service.

If you are still not satisfied, you can
appeal to the Willow Park Housing
Trust Board. We will prepare a report
and you will have the chance to
comment on it before the appeal.
Your appeal will be considered within
1 month and you will then be
advised of the Board’s decision.

The Housing Ombudsman
If you are not happy with the
Board’s decision you can complain
to the Housing Ombudsman service
at the following address:

The Independent Housing
Ombudsman,
81 Aldwych,
London WC2B 4HN

Tel: 020 7421 3800
Minicom: 020 7404 7092

Email:
info@housing-ombudsman.org.uk

www.ihos.org.uk
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Real lives. Wythenshawe
Wythenshawe is the kind of place where you can put
down roots. Family homes with gardens, easy access to
both city centre and countryside, plus a huge investment
in new schools and some of Manchester's best performing
primary schools make Wythenshawe a good place to live.




