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Setting clear expectations together
People First wants every customer and tenant to understand the service they can expect from us and how we will work with them. These standards explain what we ask from customers and tenants in return, and how we will use feedback and performance information to improve. They also set out how we will communicate with you, respond to complaints, support you with your home and tenancy, involve tenants, and make reasonable adjustments where needed.
At a glance
· What you can expect from us: clear communication, fair treatment, accessible services, timely responses and support to help you manage your home and tenancy.
· What we ask from you: keep us informed, treat staff and contractors with respect, provide information when needed and tell us early if something changes or goes wrong.
· How to contact us: use the main contact details in this document. If there is an immediate risk to life, serious injury or a crime is happening now, call emergency services first.
· If you need help with this document: contact us if you need this document in another format or need help to understand it.
· If we do not meet a standard: we will explain what has happened, put things right where we can, keep you updated and learn from the issue.
Our principles
· Be open, honest and transparent about our services and decisions.
· Treat customers fairly, politely and with respect.
· Make services easy to access and adapt communication where needed.
· Listen to customer views and use feedback to improve services.
· Set clear expectations and keep customers informed about progress.
· Train and support staff to deliver high-quality, inclusive and continuously improving services.
Definitions and terminology
This section explains the words we use in this document:
· People First, we, us, and our mean People First Housing Association.
· Customers means everyone who uses, or may need, People First services. This includes tenants, applicants and other people we work with.
· Tenants means people who rent their home from People First. We use “tenants” when we are talking about your tenancy, home, rent, neighbourhood or tenant involvement.
· Your responsibilities means the things we ask you to do so we can provide services well. Some apply to all customers. Some apply only to tenants.
· Service standards means what you can expect from us, and what we ask from you in return.
· Reasonable adjustments means changes we can make to help you use our services. This could include information in another format, giving extra time, changing how we contact you, or working with someone who supports you.
· Anti-social behaviour (ASB) means behaviour that upsets, frightens, harms or seriously annoys other people or the local community.
· Regulator of Social Housing (RSH) means the organisation that checks social housing landlords in England are meeting the required standards.
· Tenant Satisfaction Measures means information we use to understand how tenants feel about services and how well we are performing.
How this document should be used
These standards explain the level of service we aim to provide. They should be read alongside your tenancy agreement, People First policies, legal requirements and regulatory standards. They do not replace those documents or remove any legal rights or responsibilities.
We also use professional standards from the Chartered Institute of Housing (CIH) to guide how our staff work with you. These standards help us focus on being respectful, fair, accountable and committed to improving our services.
Accessibility statement
We want this document to be easy to access and understand. We can provide it in another format or support you to understand it if needed. This may include large print, another language, extra time to go through the information, or support from someone who helps you.
Contact information
For most enquiries, contact us using the main details below. If your issue is urgent, please telephone us.
Main contact details:
Telephone: 0161 235 6900
Email: housing@pfha.co.uk
Website: www.pfha.co.uk
	What you need help with
	Best way to contact us
	Use this for

	General enquiries
	Main contact details
	Questions about your tenancy, services, appointments or this document.

	Repairs
	Main contact details. Website for repairs information and online reporting.

	Reporting non-emergency repairs, asking for updates or telling us a repair has not been completed as expected.

	Emergency repairs
	Telephone only
	Urgent issues that pose an immediate risk to health, safety or security, or could cause serious damage to your home.

	Neighbourhood and anti-social behaviour concerns

	Main contact details
	Reporting anti-social behaviour, fly-tipping, noise nuisance, harassment, vandalism, abandoned vehicles or unsafe communal areas.

	Complaints and feedback
	Main contact details, or admin@pfha.co.uk for complaints and feedback. Website for complaints information and online reporting. 

	Complaints, compliments, dissatisfaction or suggestions for improvement.

	Rent or money worries
	Main contact details
	Help with rent, arrears, benefits, income changes or difficulty keeping to a payment agreement.

	Support needs or reasonable adjustments
	Main contact details
	Information in another format, extra support, an advocate or a different way for us to communicate with you.



Urgent risk: If there is an immediate risk to life, serious injury or a crime is happening now, call emergency services first.
Our office address is People First Housing Association, Windrush Millennium Centre, 70 Alexandra Road, Moss Side, Manchester M16 7WD.
Our service standards
The following sections set out what People First will do and what we ask customers and tenants to do in return. Each standard is intended to support clear expectations, fair access to services and continuous improvement.
The responsibilities in each section help us work together so services are fair, effective and easier to deliver for everyone.
Communication and information
We will:
· Be polite, helpful and respectful when responding to your queries. We will aim to resolve your enquiry the first time you contact us or acknowledge it within two working days if we need more time.
· Provide information that is clear, easy to understand and accessible to customers with different needs.
· Offer you support if you need help to understand the information we provide.
· Make reasonable adjustments where needed. This may include information in another format, extra time, using an interpreter for specific meetings, appointments or issues where this is needed, or working with someone who supports you.
· Provide clear information about the different ways you can contact us and aim to respond to letters and emails within five working days.
· Use up-to-date contact details, household information and support needs to provide the right service.
· Keep your personal information safe and tell you how to ask for a copy of the information we hold about you.
Your responsibilities:
· Treat our staff and contractors fairly, politely and with respect.
· Tell us if you feel that we are not treating you fairly.
· Let us know about any changes to your contact details, household or personal circumstances.
· This includes changes to your phone number, email address, household members or support needs, so we can contact you and provide the right service.
· Tell us if you need information in another format, extra support or a different way for us to contact you.
Complaints and feedback
We will:
· Make it clear and simple for you to make a complaint and acknowledge your complaint within five working days.
· Listen to your concerns, recognise the impact on you and deal with complaints fairly.
· Investigate complaints promptly. We will respond to Stage 1 complaints within 10 working days of acknowledgement and Stage 2 complaints within 20 working days of acknowledgement.
· Share what we have learned from complaints, compliments and feedback at least once a year, so you can see how services are improving.
Your responsibilities:
· Tell us promptly if something has gone wrong and how it has affected you, so that we can try to put things right.
· Share enough information to help us understand the issue and look into it fairly.
· This may include dates, names, reference numbers, photographs, emails or other evidence that helps us understand and investigate your complaint.
Finding and moving into your home
We will:
· Support you to find a home by providing information about housing options, helping with application forms and bidding, where appropriate.
· Tell you within 10 working days that your application has been registered, once we have all the information we need.
· Tell you if you have been successful in finding a home and keep you updated about when it may be ready.
· Give you the information you need to understand your tenancy before or at sign-up and provide clear contact details for any follow-up questions.
· Make sure your home is safe, clean and in good condition before you move in.
Your responsibilities:
· Give us the information we need when you apply for a home.
· Tell us if your housing needs change while you are applying for a home.
· This includes changes to your household size, medical circumstances, income, address or contact details while your application is being considered.
Paying your rent
We will:
· Offer different ways for you to pay your rent, so you can choose the option that works best for you.
· Contact you within five working days if you tell us you are worried about paying your rent, and talk through your options, including benefit, debt or local advice services where needed.
· Contact you within five working days if your rent account goes into arrears, and work with you to agree an affordable repayment plan where possible.
· Explain what could happen if rent is not paid, and work with you to avoid this where possible.
Your responsibilities:
· Pay your rent on time where you can and contact us as early as possible if you are worried about paying.
· Work with us to agree a payment plan that is affordable for you, if rent is owed.
· Tell us about any changes that may affect your benefits.
· For example, tell us straight away if your income changes, your benefits stop or change, your Universal Credit claim is delayed, or you are struggling to keep to an agreement.
Repairs and maintenance
We will:
· Give you a straightforward way to report repairs and tell you the repair priority and target timescale.
· Offer flexible appointments to carry out repairs.
· Provide an emergency repairs service outside normal office hours and attend emergency repairs within 24 hours to make things safe.
· Aim to complete urgent repairs within seven days and routine repairs within 28 days, unless the repair is more complex or we are waiting for parts or access.
· Treat you and your home with care and respect when carrying out work.
· Where possible, carry out repairs on the first visit.
· Tell you if we cannot complete a repair on the first visit and give you a follow-up appointment or update within five working days.
· Tell you about planned home improvement work at least 10 working days before it starts, except in emergencies.
· Complete repairs to a good standard and leave your home clean and tidy.
· Check completed major repairs or planned maintenance where this is needed, so we know the work has been done properly.
Your responsibilities:
· Report any repairs that are needed to your home as soon as you know about them.
· Let us into your home for repairs, safety checks and inspections when needed.
· Contact us if you want to make any home improvements yourself.
· If damage has been caused by you, your family or visitors, we will explain whether you may need to pay for the repair.
· For example, report leaks, damp, broken locks or electrical faults promptly, keep appointments where possible and contact us before installing fixtures, flooring, sheds or satellite dishes.
Living in your neighbourhood
We will:
· Check your neighbourhood at least every three months and look for issues that need attention.
· Check that shared areas, gardening and cleaning services are being looked after to the expected standard.
· Work with other organisations where this can help make your neighbourhood safer, cleaner or better managed.
· Encourage tenants to help keep their neighbourhood clean, safe and welcoming.
· Tell you within 10 working days what we have done about a neighbourhood issue, where you have asked for an update.
· Respond to anti-social behaviour reports within five working days, or within one working day if there is a serious risk of harm.
· Update you about anti-social behaviour cases that affect you at least every 10 working days, unless we agree something different with you.
· Take appropriate action when tenancy rules are broken, and work with other organisations where this helps resolve the issue.
Your responsibilities:
· Look after your home and garden and tell us if you need help or advice.
· Tell us about any issues you are experiencing in your neighbourhood.
· Respect your neighbours, be mindful of other people’s circumstances and lifestyles, and avoid behaviour that may cause distress or offence.
· Report anti-social behaviour to us and, where needed, to other organisations such as the police.
· Help us try to resolve issues informally where possible, for example through mediation.
· Where it is safe to do so, keep notes or evidence about anti-social behaviour. This can help us understand what is happening and respond effectively.
· For example, report fly-tipping, noise nuisance, harassment, vandalism, abandoned vehicles or unsafe communal areas promptly.
Supporting our customers
We will:
· Help keep customers safe and support their health and wellbeing.
· Contact you within five working days if you tell us you need support and talk with you about what help may be right for you.
· Take account of your circumstances, communication needs and reasonable adjustments when supporting you.
· Work with other organisations where this helps support you or manage safety concerns.
· Help you stay independent where we can, including support with aids and adaptations where appropriate.
· Respond within one working day if you tell us you are affected by domestic abuse or hate crime, and work with other organisations where this would help.
· Give you clear information to help you manage your tenancy.
· Contact you within one working day if you need urgent support after an emergency affecting your home.
Your responsibilities:
· Tell us if you are finding it hard to manage your tenancy or if your needs change.
· Work with us, where you can, on any support we agree together.
· This includes telling us if you are worried about safety or would like us to work with another agency on your behalf.
· Tell us as early as possible if you need a reasonable adjustment, a different way for us to communicate with you or extra help because of your circumstances.
Engagement and involvement
Engagement means giving customers and tenants opportunities to share views, take part in conversations and help shape services.
We will:
· Give you opportunities to share your views, including surveys and other feedback activities.
· Improve how we involve customers by listening to what works well and what could be better.
· Offer different ways to get involved, including options that take account of communication needs, support needs and digital access.
· Use what you tell us to understand your experience and improve services.
Your responsibilities:
· Be open and honest with us and listen to the views of others.
· For example, take part in surveys, meetings, consultations or informal conversations where you can, and share constructive feedback about what is working well and what could improve.
Tenant influence and scrutiny
Scrutiny means tenants reviewing services, asking questions, looking at performance information and helping us understand what could be improved.
We will:
· Give tenants meaningful ways to influence services, policies, priorities and decisions that affect them.
· Share clear performance information, including Tenant Satisfaction Measures, so tenants can see how services are performing, where improvement is needed and what action we are taking.
· Support tenants to review services, ask questions and suggest improvements.
· Tell tenants at least once a year how feedback, involvement and scrutiny have influenced decisions or led to service improvements.
· Make influence and scrutiny opportunities accessible to tenants with different communication, support and digital access needs.
Your responsibilities:
· Take part in influence and scrutiny opportunities where you can, and share honest, constructive feedback about services.
· Respect the views and experiences of other tenants, even where they are different from your own.
· This may include completing surveys, commenting on proposed changes, attending tenant meetings, reviewing performance information or helping test whether service improvements are working.
What happens if we do not meet the standard
We aim to meet these standards, but sometimes things may go wrong. If we do not meet a standard, we will be open about it, put things right where we can, learn from what happened and improve the service.
· Say what has gone wrong and explain why, where we can.
· Tell you what action we are taking to put things right, including any revised timescale or next steps.
· Keep you updated where further action is needed or where there are delays outside our control.
· Learn from what happened and use this to improve services, training, communication or processes.
· Explain how you can raise a complaint if you remain dissatisfied with our response or the action taken.
Monitoring and review
We will check how well we are meeting these standards using service timescales, feedback, complaints learning, Tenant Satisfaction Measures and other performance information. We will report performance at suitable times and review these standards at least every three years, or sooner if changes, risks, complaints learning, tenant feedback or service issues show that updates are needed.
Related documents
· Complaints Policy
· Repairs Policy
· Anti-Social Behaviour Policy
· Lettings Policy
· Equality, Diversity and Inclusion Policy
· Data Protection Policy
· Tenant Involvement Policy
Appendices
Appendix 1: Alignment with the RSH Consumer Standards
These service standards help us meet the Regulator of Social Housing (RSH) Consumer Standards. They do not replace the full standards, but they show how People First will put important requirements into practice through the service commitments in this document.
· Safety and Quality Standard: supported through commitments on repairs, maintenance, property condition, emergency response and safety-related support.
· Transparency, Influence and Accountability Standard: supported through clear communication, complaints handling, tenant involvement, performance information and reasonable adjustments.
· Neighbourhood and Community Standard: supported through neighbourhood checks, anti-social behaviour responses, partnership working and support for safer communities.
· Tenancy Standard: supported through housing application information, tenancy sign-up, rent support, tenancy sustainment and support when circumstances change.
We will use these links to check how well we are doing, identify where we can improve and help make services better for tenants.
Appendix 2: CIH professional standards
The Chartered Institute of Housing (CIH) sets professional standards for people working in housing. We use these standards to help our staff provide services that are professional, respectful, fair and focused on improvement.
In practice, this means our staff should aim to:
· Act with integrity by being honest, fair and doing the right thing.
· Be inclusive by treating people fairly, respecting different needs and working well with communities and partners.
· Make ethical decisions by thinking carefully about the impact decisions have on people and services.
· Keep their knowledge up to date so they understand housing services, legal duties, regulation and good practice.
· Use the right skills to provide effective, respectful and helpful services.
· Speak up for good housing by supporting safe, secure and well-managed homes and services that meet tenants’ needs.
· Show leadership by taking responsibility, finding solutions and helping improve outcomes for tenants and communities.
We use these standards alongside tenant feedback, performance information and regulatory requirements to help us keep improving how we work with tenants.
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