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WHEN YOU CONTACT US YOU
CAN EXPECT THE FOLLOWING
SERVICE

If you telephone us we will:

� Answer the telephone between 
5 and 10 rings. 

� Tell you the name of the person 
you are speaking to. 

� Be polite, but we also expect you 
to speak politely to us. 

� Put you through to the most 
suitable person available to deal 
with your query. 

� If there is no one suitable available 
to deal with your query, take a 
message and arrange for you 
to receive a call back within 1 
working day. 

� Check all voicemail systems daily 
and contact you within 1 working
day. 

If you write to us we will:

� Send an acknowledgement within 
2 working days.

� Send you a full written response 
within 10 working days. If the  
reply requires further research, 
send a holding letter within 8  
working days advising you of  
when you will receive a full 
response. 

� Write in plain English. 

� If English is not your first language, 
arrange for a translation as 
required. 

� Have the name and contact 
number of the person dealing 
with your query printed clearly 
on the reply. 

� Carry out any home visit requested 
by you within 10 working days.



WHEN YOU VISIT THE OFFICE 
WE WILL:

� Provide suitable access for all.

� Have the Head Office open 
between 9.00 a.m. and 5.00 p.m. 
Monday to Friday. 

� Ensure the reception area is 
clean and tidy. 

� Be courteous and helpful. 

� Ensure all staff wear identification 
badges with their name and 
photograph. 

� Have a private room available 
for you to talk to us. 

� Greet you when you arrive, or 
within 5 minutes if our receptionist 
is busy. 

� Arrange for a member of staff to 
see you within 10 minutes if you 
do not have an appointment. 

WHEN WE VISIT YOU IN YOUR
HOME WE WILL:

� Always wear identification. 

� Call at a reasonable time of day 
(Monday - Friday, 9am - 5pm), 
unless we have arranged a 
specific appointment with you. 

� Give advance warning if 
we are unable to keep an 
appointment with you and 
rearrange a convenient time as 
soon as possible. It is important 
that you inform us of changes 
to your contact details. 

� Give you the opportunity to 
see a member of staff of the same
sex, if required. 

� Always confirm in writing any 
agreements/arrangements we 
have made. 

� Be polite and respectful at all times.

� Be sensitive to the differing 
lifestyles of all residents. 



Please note that none of the contents of this document affect your rights as stated in the
terms of your tenancy. The Customer Care Standard and ‘What you can expect’ - BGVPHA’s
Service Pledge provide you with information on the services we will deliver to you.

BGVPHA wishes to thanks all the residents who contributed to the production 
of this document.

Bethnal Green and Victoria Park Housing Association 
401 Mile End Road, London, E3 4PB. 

Tel: 020 8709 4300   Fax: 020 8709 4400   Email: enquiries@bgvpha.org.uk 

www.bgvpha.org.uk


