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Our Vision, Mission Statement and Values

Glen Oaks’ vision statement ‘Where Communities Thrive' and our mission
statement ‘Our aim is o provide good quality affordable housing and an excellent
service. We will encourage resident participation and work with other agencies to
regenerate our community’ provide the foundation for Glen Oaks Housing
Association’s commitment to its residents and the communities they live in.

This commitment is also demonstrated in the Association’s values which were
agreed following discussions with the Board, staff and tenants. Glen Oaks’ values
are fundamental to how we carry out our day-to-day activities.

Our values are:

respectful
we trust and respect our customers and each other

dedicated
we will give 100% commitment to our work

transparent
we will be open and honest about what we do

aspirational
we will strive to achieve the best we can for our communities

Equality & Diversity Statement

The Association is infent on ensuring people or communities do not face
discrimination or social exclusion due to any of the following protected
characteristics: age; disability; sex; marriage & civil partnership; race; religion or
belief; sexual orientation; gender reassignment; pregnancy & maternity.

This document complies with the Association’s equality, diversity and inclusion
policy and Human Rights policy.

The Association will regularly review this document for equal opportunities
implications and take the necessary action to address any inequalities that result
from the implementation of the policy.

Customer Service -1-



Contents

Section

10.

1.

Appendix 1
Appendix 2

1.0 Introduction

Introduction
Links to other Strategies/Policies

Regulatory Requirements/Standards and Charter

Aims and Objectives

Who are our customers?e

Customer Service Standards

Risk Management

Learning from Feedback and Driving Improvement
Key Outcomes

Training

Review & Consultation

Our Customer Service Standards booklet
Equality Impact Assessment

Page

5-6

6-7

Customer Service



1.1

2.0

2.1

2.2

23
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Glen Oaks Housing Association is committed to delivering high-quality,
accessible, and inclusive customer service. This strategy outlines the
standards tenants can expect, how we measure performance, and the
importance of tenant involvement in shaping services. We actively promote
our service standards and complaints procedure, provide regular
communications through newsletters and reports, and create opportunities
for tenants to engage in service design and review. By embedding tenant
feedback and benchmarking against best practice, we aim to continuously
improve and deliver services that reflect the needs and expectations of our
communities.

Links to other strategies/policies

Providing excellent customer service underpins all GOHA work and therefore
our Customer Service Strategy links with all other strategies and policies
across the organisation, led primarily by the Strategic Business Plan.

It is also closely connected with:

Communication Strategy

Tenant Participation Strategy

Digital & Social Media Strategy.

Complaint Handling Policy

Human Rights Policy and Equality, Diversity and Inclusion Policy

It will also mirror our Mission, Vision and Values.

Links to Regulatory Requirements, Standards, and the Scottish Housing
Charter

This strategy aligns with the regulatory framework set out by the Scottish
Housing Regulator and the Scottish Social Housing Charter. It reflects the
Association’s commitment to transparency, accountability, and tenant
engagement, ensuring that governance, service delivery, and
communication meet legal and constitutional obligations. Glen Oaks
Housing Association actively seeks tenant views and uses this feedback to
shape strategic decisions, while also promoting equality and human rights
across all areas of its work. The strategy supports key Charter outcomes,
including clear performance reporting, accessible complaints procedures,
and evidence-based service improvements. The RSL seeks out the needs,
priorities, views and aspirations of tenants, service users and stakeholders.
The governing body takes account of this information in its strategies, plans
and decisions.

Aims and Objectives of Strategy
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4.1 The aim of this strategy is to establish a framework which creates the overall
conditions for excellent standards of customer service to be achieved.

4.2 The aims of this strategy are;

e To develop a detailed understanding of our tenant profile and
needs, enabling us to deliver services that are inclusive, responsive,
and tailored to our communities.

e To ensure that our services are fair and accessible to everyone
regardless of age; disability; gender reassignment; marriage and
civil partnership; pregnancy and maternity; race; religion or belief;
sex; sexual orientation.

e To meet our Customer Service Standards, which are designed to
comply with all relevant legal and regulatory requirements,
including those relating to human rights and equality.

e To ensure tenants are meaningfully consulted on all relevant
customer service activities, with clear feedback provided on how
their views have influenced decisions and service improvements.

e To position Glen Oaks Housing Association as a sector leader in
customer service by achieving and maintaining recognised
industry accreditations, and by continuously benchmarking our
performance against best practice.

4.3 The main objectives for this strategy align with our Business Plan key
objective: Customers First. Our values are embedded in our Customer
Service Strategy.

4.4 The main objectives of this strategy (2025-28) are:

e Achieve Customer Service Excellence (CSE) accreditations by
increasing the number of compliance + with CSE and explore
opportunities to benchmark specific customer service
performance against peers by 2028.

e Develop and implement a new Housing Management system by
Q4 2025/26, including dynamic online forms to improve
accessibility and responsiveness.

e Launch a new tenant portal by April 2025 and achieve a minimum
40% tenant uptake within the first year through targeted promotion
and support.

e Ensure full compliance with our Customer Service Standards by
conducting quarterly KPI monitoring against targets and
performing detailed analysis of complaints and compliments to
inform service improvements.

e Transform the bulk uplift service by April 2027 by exploring
partnership opportunities and innovative practises to deliver a
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more efficient, responsive, and environmentally sustainable solution
that meets tenant needs.

e Review and enhance our Damp and Mould (D&M) services
quarterly in line with legislative changes, aiming to reduce number
of cases over the next 3 years.

¢ Implement a phased Rent Restructure programme by April 2027,
transitioning from a 4weekly to monthly rent debit and
harmonisation of rent charges to ensure fairness and transparency.

e Support the formation of at least 2 new Registered Tenant
Organisations (RTOs) by March 2028 and continue collaborative
work with the Service Improvement Group (SIG) to strengthen
tenant involvement,

¢ Increase visibility of our successes and good practice by publishing
at least 8 features per quarter across social media, press, and
community platforms starting November 2025.

e Promote professional standards in housing by ensuring the
Association sign up to the CIH Housing Professionalismm Commitment
by April 2026 and embedding its principles in staff development
plans and reporting.

Who are our customers?

A definition of “customer” includes all potential and actual tenants, sharing
owners and owner occupiers, and any individual, agency, partner or
organisation seeking information from us.

Customer Service Standards (Appendix 1)

Our Customer Service Standards set clear expectations for the quality of
service tenants should receive. These standards are designed to be
measurable, inclusive, and aligned with legal and regulatory requirements,
including human rights and equality. They serve as a benchmark for staff,
tenants, and Board members, guiding day-to-day service delivery and
contfinuous improvement. Performance against these standards is monitored
regularly and informed by tenant feedback, ensuring services remain
responsive, fair, and of a consistently high standard.

Risk Management

The Customer Service Strategy must address both existing and emerging
challenges. While overall risk levels remain low due to our proactive focus
on service improvement, the impact of the staff restructure and the
implementation of a new housing management system must be carefully
considered to ensure continuity and quality of service delivery.

Risks for 2025-2028 include:
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e There is arisk that increased focus on implementation and changes to staff
structure or the housing management system could result in a failure to
consistently meet our Customer Service Standards.

e Service delivery and customer satisfaction levels may decline due to
changes in contractors responsible for reactive repairs.

e Assignificant drop in satisfaction scores or performance indicators in the
triannual survey could lead to reputational damage.

7.4  To mitigate risks to service delivery

Glen Oaks Housing Association will implement a robust framework that
includes a monitored Customer Service Action Plan, regular analysis of
tenant satisfaction data, and quarterly performance reporting. Equality
Impact Assessments will be embedded into all relevant policies and
strategies, and communication plans will ensure tenants are informed about
service standards and how to raise concerns. These measures are designed
to proactively manage change, maintain service quality, and support
continuous improvement.

8.0 Learning from Feedback and Driving Improvement

e Our Customer Service Standards set out the high level of care tenants
should expect from us and serve as a benchmark for excellence in
service delivery.

e They provide a clear framework for staff and Board members to
understand and deliver excellent customer service.

e When we fall short of these standards, it is important that customers
feel confident in reporting issues. We treat these as complaints,
allowing us to identify frends and make meaningful improvements.

e All frontline staff have completed accredited SPSO Good Complaint
Handling Training and are empowered to recognise service failures
and seek frontline resolutions.

e Our complaints procedure is actively promoted through quarterly
newsletters and our website, encouraging customers to raise concerns
or share feedback.

e Service improvements resulting from customer feedback—whether
complaints or compliments—are regularly shared to demonstrate our
commitment to listening and learning, and to encourage continued
engagement.

9.0 Key outcomes

9.1 It is important that the success of this strategy can be measured, particularly
due to changes being made to our staff structure and housing
management system to ensure they have a positive impact on service
delivery.
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The strategy outcomes will be assessed bi-annually via a Customer Service
Action Plan.

Our performance against our Customer Service Standards will be monitored
quarterly via a report on ‘Meeting our Customer Service Standards’.
Complaints and satisfaction KPIs will be monitored monthly and reported to
Board on a quarterly basis.

Measuring success

Increased customer satisfaction,

Increased number of compliments,

Increased number of Frontline Complaint Resolutions,
Increased number of tenants engaging with us,
Increased % of customers using online services,
Achieving 90% our service standards,

Number of RTOs established

Training

Initial training will be provided to staff on the content of this strategy, the
Customer Service Standards and Complaint handling Procedure.

Training will be repeated on a regular basis as required or when changes to
policy or procedure require it.

Induction training for new staff will include an overview of this strategy, the
Customer Service Standards and Complaint Handling Procedure.

All new staff will complete accredited SPSO Good Complaint Handling
Training.

All frontline staff will have, or be working towards, a minimum of a CIH Level
3 qualification, in line with the CIH Housing Professionalissm Commitment.
This ensures our team maintains high standards of knowledge, skills, and
ethical practice in delivering customer service.

Review & Consultation

This strategy will be reviewed every three years, or earlier if our monitoring
and reporting framework identifies any processes or standards that require
amendment.

It has been developed in consultation with staff and tenants, using insights
from our triannual tenant satisfaction survey to ensure the strategy reflects
tenant views and informs the design and delivery of customer services.
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