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Our values

At Genesis, we:

* put our customers first;

- work together and value everyone’s contribution;

« treat people as individuals, with integrity and respect;

- focus on getting positive results;
« try new ways of doing things to get better at what we do; and
« use our resources efficiently.

( Customer care standards are levels
of service you can expect )



Phone calls

We will:

« answer at least 90% of calls within
four rings (16 seconds);
* give our name;

« give our company name or team name;
« greet you in a polite and pleasant way;
« call you back if you ask us to; and

» give you our direct number.

For internal calls (calls from within the
organisation) we will shorten our greeting
so that it includes our name and is polite
and pleasant.

Messages

We will:

« check voicemail messages regularly
throughout the day;

» update outgoing voicemail messages
every day;

« respond to messages by the end
of that working day, or, if we are
out of the office, our message will
say when we will return your
call: and

« give another name or number (or both)
to contact on the outgoing message.
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We will:

« acknowledge all letters within
two working days; and

« reply in full to all letters within
10 working days.

We will record all letters and keep
a copy on a central file.

Texting

We will acknowledge text
messages within two working days.

E-mails

We will:
« give you direct e-mail addresses;

« acknowledge all e-mails
within two working days;

« reply in full to all e-mails within
10 working days; and

+ have an out-of-office automatic reply
on e-mails when away for one working
day or more, which will include details
of another person to contact.

We will record all e-mails we receive
from people outside the organisation
and keep a copy on a central file.



Our reception areas
These will be:

o accessible to callers;
« clean and tidy; and

« have a range of up-to-date
leaflets available.

You will not have to wait more than
10 minutes to see someone without
an appointment. This may be a
colleague of the person you came
to see. We will have private interview
rooms available.

For all contact
We will always aim to solve your
query when you first contact us.

If we need to speak to you again, we
will tell you when we will call you back
and we will call you back as soon as
possible. We will also tell you who will
be dealing with your query and let
you know if there is a delay. We will
provide up-to-date contact details

on letters, in newsletters, and on

our websites.

When we talk or write to customers
We will be polite. Our staff will be
trained in customer care. We will
provide information that is accurate,
reliable, clear, and free of jargon.

It will also be available in other
languages or in other formats

such as in Braille, in large print, on
audio tape, or on CD if needed. We
will send out information with other
mailings where possible to reduce
unnecessary paper.



We expect you to:

« be considerate to staff;

« if you are a tenant or leaseholder, to
be considerate to your neighbours;

» be polite and not discriminate
against anyone; and

« let us know if you are not able
to keep an appointment.

We will end phone calls politely if you
use abusive or threatening language.

Review and monitoring

We want to make sure that we keep

to our customer care standards set

out in this leaflet. We will monitor

our standards by:

« Using ‘mystery shoppers’ (using other
people who pretend to be customers
to see if we are meeting our standards);

« checking letters and e-mails;

« phoning customers who have
contacted us to find out if we met
our standards; and

» checking our office records.

Managers will monitor their teams’
performance against these standards
at team meetings.

We will report in newsletters, other
publications and on our websites how we
are performing against these standards.

We will review this service commitment
again in 2008.



( e n e 5’ I S Suggestions for improving customer service
o We always want to improve our customer service.
PUSINGBIOUP1£ you have any suggestions on how we can do

i ¥ this, please send them to:
-. The Quality & Research Team, Capital House,
- - 25 Chapel Street, London NW1 5DT.
Or, you can fill in the suggestion slips which
are available at your local office.
: You can also contact us by e-mail at
= puttingcustomersfirst@ghg.org.uk
or phone the Quality and Research
oo 1€2M ON 020 8150 4112.

This document gives information about Dokumentigan wuxuu ku saabsan yahay in
our customer service standards. If you need shagada annu gabaneynaa macmiisheena.

any part of this information in large print, :addaadfku blaahan t‘ahaylf WE;";‘E afkaagak-l
in Braille, on audio-tape or explained in oayo, afka lnogu talagalay dadka zan arki

our own language please contact us on karaan - afka faraha ama CD-ga ama
Y guage p ajeladda rekorka nala xirir. Namberkan

the number below. isticmaal.

English

Este documento proporciona-lhe informa-
¢Oes sobre 0s padrdes do nesso servigo de
clientes. Se necessitar de parte desta infor-
magdo em caracteres aumentados, em
Braille, em CD, cassete audio ou apresenta-
da no seu idioma, por favor contacte-nos,
atraves do telefone abaixo indicado.

Portuguese Arabic

Ce document contient des informations sur
notre service & la clientéle. Si vous sou-
haitez chtenir une partie de ces informations
en gros caractéres, en Braille, sur CD,
cassette audic ou expliqué dans votre
langue, veuillez nous contacter au nuMéro
indigué ci-dessous.

French

Vi1 E2A19Y WHI U s Hai- RIEEL [asi Este documento proporciona informacion
Wizl 209 9, 2 am3 58S v sl =) sabre nuestras normas de atencion al
0 et hL cliente. Si necesita esta informacién en
uifed) :-:ibél, A1) G_‘"’" '0"['-9"\' ?“ A N fuentes grandes, Braille, en CD, cinla c en
dHiF) Midi-Al s M3 a5 44 SR L] su propio idioma, péngase en contacto con

di 14 oender <oz Guk @A W 89, nosotros en el teléfono siguiente.

Spanish

Telephone 020 8150 4112
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