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1. INTRODUCTION 

1.1 Progress Housing Group (PHG) is committed to providing customers 
with an excellent standard of service.  This policy ensures that 
customer focus is maintained in all aspects of PHG service and 
seeks to define the minimum standard customers can expect.   

1.2 It is crucial that PHG customers are involved in the creation, review 
and scrutiny of the performance of services.  This will ensure that 
standards meet customer expectations and are continually 
challenging the service to improve. 

1.3 PHG also wishes to harmonise standards across the group to ensure 
that customers know that whichever subsidiary and department it 
uses, the same level of customer service will be experienced.  

1.4 Whilst this is specifically identified as the Customer Focus Policy all 
policies, practices and activities of the Group will be expected to 
demonstrate customer focus and contribute to the satisfaction of 
customers using our services in line with PHG Strategic Aim number 
one ‘Putting Customers at the Heart of the business’.      

 

2. SCOPE OF THE POLICY 

2.1 This policy relates to internal & external customers and to all staff 
and other organisations delivering services on behalf of Progress 
Group, including contractors and consultants. 

2.2 This Policy establishes a baseline for standards of service delivery 
for all customer groups. However it is recognised that the 
predominant customer group is tenants, leaseholders and applicants 
for housing.  

2.3 The standards surrounding this document have been established 
primarily with this group in mind. Where specific standards apply for 
other customer groups such as contractors, consultants and partner 
agencies they will be contained within contract documents, protocols 
or service level agreements that set out the relationship with that 
particular customer. 

 

3. RESPONSIBILITY 

3.1 All of PHG staff and Board Members have a responsibility to ensure 
that customers receive the highest possible standard of service 
delivery at all times. 
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3.2 The Boards, having formally adopted the policy have responsibility 
for its implementation and for monitoring its effectiveness. 

3.3 Progress Housing Group Scrutiny Panel will ensure that performance 
against these standards is met and where performance is below 
target, effective strategies are in place to remedy this.  

3.4 Group Management Team are responsible for ensuring this policy is 
implemented and that sufficient resources and priority is given to it. 

3.5 Operational Managers are responsible for the management of 
procedures, work instructions, managing workflow and associated 
paperwork at an operational level. Operational Managers are also 
responsible for ensuring that staff attend training sessions and are 
able to demonstrate the necessary skills and for identifying and 
tackling poor performance in this area through support, coaching and 
by using personnel based policies and procedures. Responsible for 
quality checks and performance monitoring. 

 

4. POLICY 

4.1 Aims & Objectives 

4.1.1 Progress Housing Group is committed to providing the best 
possible services to all its customers.  

4.1.2 This is enforced strategically within its business plan under 
strategic aim number one, ‘Put customers at the heart of the 
business’.  

4.1.3 Below are key provisions which demonstrate how PHG 
embeds a Customer Focus corporate culture within its 
practises. 

4.1.4 PHG Service Standards.  In line with the statutory 
requirements placed upon all Registered Social Landlords by 
the HCA, PHG reviewed and implemented a new set of 
service standards in April 2012.   

4.1.5 The PHG Service Standards identify to customers the 
minimum standard that can be expected when using its 
services.   

4.1.6 PHG will deliver high quality services making the best use of 
our resources.  

4.1.7 Customers were consulted with and involved in the creation of 
the new standards with the PHG Scrutiny Panel also agreeing 
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them.  One of the main purposes of the scrutiny panel is to 
oversee performance against the standards ensuring that 
customers are involved not only in the set up but the scrutiny 
of our performance.  

4.1.8 Certain standards’ performance is also relayed to all 
customers via the website, tenant magazines and housing 
forums.  

4.1.9 Any further review of these standards will be consulted upon 
and reviewed with customers ensuring customer focus and a 
culture of ensuring our services meet the requirements of our 
customers.  

4.1.10 Customer Service.  The PHG Customer Contact Charter, 
PHG Good Service Guide and PHG ‘Colleagues Are 
Customers Too’ leaflet are documents produced by PHG to 
further embed Customer Focus.   

4.1.11 They provide PHG staff with further guidance on providing 
excellent services to internal and external customers in a 
corporate and professional manner.  

4.1.12 The documents have been produced in consultation with PHG 
customers and ensure that the service detailed within them 
reflect excellence.   

4.1.13 Any further review of these will be consulted upon and 
reviewed with customers enforcing customer focus.   

4.1.14 In response to statutory requirements placed upon all 
Registered Social Landlords by the HCA, PHG have also 
produced the PHG Customer Choice Policy.  This explains 
how through our service delivery we will still provide tenants 
with choices and tailor their needs.   

4.1.15 All customers will be treated fairly and with respect.  PHG 
staff will always be approachable and professional.        

4.1.16 PHG will be responsive to your enquiries and complaints. 
PHG will keep you advised on activities and consult with you 
when major changes to services are planned and will use 
your views to improve the quality of our services. 

4.1.17 Accreditations.  PHG have obtained a number of 
accreditations focused on providing effective service delivery 
and good customer focus. These Include: 

 Customer Service Excellence 
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 ISO 9001 

 Navajo   

4.1.18 These accreditations are used to ensure PHG meet industry 
standards in our service delivery and we will continue to 
achieve this.   

4.1.19 Vulnerable Customers.  PHG appreciate that certain 
household’s circumstances may require our services to be 
tailored to provide the necessary service.  

4.1.20 The Vulnerable Customer Procedure identifies households 
where this may be the case and directs staff on how to 
provide tailored excellent services.  This is furthered by the 
‘PHG Communication for All’ booklet.   

4.1.21 Where a household is identified as requiring a more tailored 
service, staff are provided with alternative ways of delivering a 
standard service which will better meet the needs of the 
household.  

4.1.22 Through meeting the needs of our customers and tailoring 
service delivery, we are furthering our commitment to 
customer focus.  

4.1.23 PHG Governance and Resident Involvement 
Arrangements.  PHG Board contains Board Members that 
are also tenants.  This ensures customers are involved at the 
highest level in decision making. 

4.1.24 PHG Scrutiny Panel consists of three tenants from each of its 
subsidiaries (NFH, NPHA and PCHA).   The panel scrutinise 
PHG performance and have power to review and improve 
services where performance is failing.   

4.1.25 All PHG subsidiaries also provide a full resident involvement 
programme aimed at engaging our customers and 
encouraging their input.  

4.1.26 These measures ensure that customers are at the heart of 
service delivery.  

4.1.27 PHG Tenant Panel and Feedback Review Group PHG have 
trained pool of tenants to listen to other tenant complaints to 
decide whether they should be sent to the Housing 
Ombudsman for review.    

4.1.28 The tenants meet once a quarter to review performance and 
the way PHG handles complaints  
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4.1.29 PHG Tenant Inspection.  PHG has a number of trained 
Tenant Inspectors from each subsidiary, tasked with 
reviewing its services to ensure the published standards are 
being met.   

4.1.30 Tenant Inspection is carried out throughout the year and 
summarised reports are created quarterly.  These are 
available to all customers via the website.  The boards and 
scrutiny panel are updated quarterly on results and service 
improvements made.    

4.1.31 By carrying out the above activities PHG ensures that a 
corporate focus on the customer is maintained.  It is intended 
that via training, review, consultation and implementation the 
standards of service will increase in line with customer 
expectations and satisfaction.   

4.2 Abbreviations 

4.2.1 PHG – Progress Housing Group 

4.2.2 NPHA – New Progress Housing Association 

4.2.3 NFH – New Fylde Housing 

4.2.4 PCHA – Progress Care Housing Association 

4.3 Definitions 

4.3.1 “Customers” – applicants, tenants, leaseholders, advocates, 
professional contacts, partners (statutory and voluntary 
organisations) and internal colleagues. 

4.3.2 “PHG Service Standards” - A set of promises to customers, 
which are specific to a particular service area or group of 
customers and reflect the particular needs and concerns of 
that defined group of customers or area of work. 

4.3.3 “PHG Customer Contact Charter” – A set of promises to 
customers that apply equally to all companies, departments 
and teams within Progress group. These will be minimum 
standards for the services we provide. 

4.3.4 “PHG Good Service Guide” – A document setting out the 
behaviours, attitudes actions and performance to customers 
(both internal and external) by Progress Group staff and any 
company acting on behalf of the Group, such as contractors. 
This is specific to customer interaction and builds upon the 
Competency Framework. 
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4.3.5 “PHG Colleagues are Customers Too” – A guide to providing 
a good standard of service for colleagues both internal and 
external across PHG.  

4.4 References 

4.4.1 Localism Act 2011 

4.4.2 Regulatory framework for social housing in England from April 
2012 

4.5 Data Protection 

4.5.1 In providing customer focus PHG will require information 
regarding the customer’s preferences, and in measuring the 
success of customer focus will ask questions to determine 
satisfaction levels.   

4.5.2 Handling of personal information will be conducted in line with 
PHG Data Protection Policy.  Any statistical information 
requested will only be used for the purposes stated.  

 

5. IMPLEMENTATION 

5.1 Training 

5.1.1 Customer Focus training underpins this policy. All PHG staff 
receive training on the Customer Contact Charter and Good 
Service Guide as part of their corporate induction.  

5.1.2 Specific skills based training on subjects such as telephone 
techniques and dealing with aggressive customers will be 
provided by PHG where required for an individual member of 
staff’s role.  

5.1.3 Customer Focus Training will be made readily available to any 
member of staff requesting it or where it has been identified 
as a requirement through their annual appraisal.  

5.2 Procedure references 

5.2.1 All PHG procedures should ensure that customer focus is 
embedded within them. 

5.2.2 PHG Vulnerable Customer Procedure 

5.2.3 PHG Tenant Inspection Procedure 

5.3 Linked documents 

5.3.1 PHG Customer Contact Charter  
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5.3.2 PHG Good Service Guide  

5.3.3 PHG Service Standards  

5.3.4 PHG Colleagues are customers too booklet  

5.3.5 PHG Customer Feedback Policy 

5.3.6 PHG Data Protection Policy 

 

6. CONSULTATION 

6.1 This policy has been produced in consultation with tenant forums of 
NPHA / NFH and PCHA.   

6.2 It is crucial that tenants are involved in all aspects of service delivery.  
PHG subsidiaries provide full resident involvement programmes to 
ensure this.  As described within this policy customer’s are at the 
heart of the business though many forms including resident 
involvement, governance arrangements and tenant inspection.    

6.3 Customers from across the group have been involved in developing 
the PHG Service Standards.  Tenant’s and leaseholders received a 
questionnaire on PHG Service Standards in 2011 providing 
feedback.  The results and proposed new standards were taken to 
PHG Scrutiny Panel in 2011 and agreed.  Feedback has been 
sought since their introduction in April 2011 and the standards will be 
reviewed annually.  

6.4 Customers will also be encouraged to make suggestions to improve 
services as an on-going practice via the newsletter, consultation 
events and suggestion boxes. Formal and informal feedback will also 
be used as an opportunity to respond to customer comments 

6.5 To ensure Customers are aware of this policy and accompanying 
standards, a leaflet will be made available and included in a welcome 
pack for all new tenants and applicants. The details will also be 
posted on the website, in reception areas & in sheltered schemes 
and regular articles will appear in STREETTALK magazine/Progress 
People. 

 

7. REVIEW 

7.1 This policy will be reviewed every three years, except where a 
change in legislation or to the referenced documents necessitates a 
review sooner.  
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7.2 The overall success of this policy will be assessed against customer 
satisfaction.  The STAR survey provides a holistic satisfaction level 
of our services and will be used to benchmark improvements.   

7.3 Smaller surveys, resident involvement and feedback will also be 
used to assess the level of service PHG provides on an ongoing 
basis.  

7.4 Performance against PHG Service Standards will be monitored using 
qualitative and quantitative measures such as: 

 Telephone call answering times 

 Emergency call answering times 

 Correspondence Response Times 

 Tenant Inspectors 

 Benchmarking exercises 

 Mystery Shopping  

 Surveys 

 Formal and Informal feedback  

 Supervision and management 

 Internal quality checks 
 

8. EQUALITY IMPACT ASSESSMENT 

8.1 This policy has been assessed as having a neutral impact against all 
the equality characteristics.   


