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CUSTOMER ENGAGEMENT POLICY 
 
1.0 

 
Introduction 

  
1.1 This Policy describes how Radcliffe Housing Society (RHS) will seek to achieve the highest 

customer service standards possible, in providing services and information to our tenants and 
other service users. 

  
1.2 We are committed to reinforcing our commitment to the Social Housing (Regulation) Act 

2023, with Consumer Standards set out individually as the:  
• Safety & Quality Standard 
• Transparency, Influence and Accountability Standard (including Tenant Satisfaction 

Measures) 
• Neighbourhood and Community Standard  
• Tenancy Standard 

   
1.3 Essentially, the Consumer Standards are outlined as ensuring you: 

 
• To be safe in your home, we will work with industry and landlords to ensure every 

home is safe and secure. 
• To know how your landlord is performing, including on repairs, complaints, and 

safety, and how it spends its money, so you can hold it to account. 
• To have your complaints dealt with promptly and fairly, with access to a strong 

ombudsman who will give you swift and fair redress when needed. 
• To be treated with respect, backed by a strong consumer regulator, and improved 

consumer standards for tenants. 
• To have your voice heard by your landlord, for example through regular meetings, 

scrutiny panels or being on its Board. The Government will provide help, if you want it, 
to give you the tools to ensure your landlord listens. 

• To have a good quality home and neighbourhood to live in, with your landlord 
keeping your home in good repair. 

• To be supported to take your first step to ownership, so it is a ladder to other 
opportunities, should your circumstances allow. 

  
2.0 Aims 
  
2.1 To ensure that all internal and external communication and feedback is effective, meaningful, 

relevant and provides successful mechanisms for valuable communication. 
  
2.2 Our aim is to ensure that our customers and stakeholders have a wide range of 

opportunities to offer and receive information relating to matters which affect them. 
  
2.3 All feedback will be monitored and reviewed to determine any learning points which can 

improve or enhance our services.  
 

3.0 Scope  
  
3.1 We will aim to conduct our investigations and service improvements in an open and 

transparent manner, and to make information publicly available, unless there are sensitive 
reasons for not providing it. 
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3.2 This Policy aims to set out the framework and standards on: 
• How customers can provide feedback on our services 
• How we communicate with customers 
• How we respond to customers and stakeholders 
• What we will do with feedback received 
• How we publicise our performance 

  
3.3 Full information on the standards of service our customers can expect, are detailed within 

our Service Promise (see appendix 1) 
  
4.0 Communication 
  
4.1 We offer a variety of methods to engage with our customers and stakeholders: 

• Regularly surveying your feedback on our services 
• Consulting you on improvements affecting your home or neighbourhood 
• Inviting you to join us on your estate inspection 
• Becoming a Resident Scrutiny Panel (RSP) or Board member 
• Making best use of text messages, email communication and social media  
• Enhancing our website with additional accessibility features 
• Exploring and improving our online Resident Portal 
• Meeting you on a 1:1 basis to discuss your query 

  
4.2 Under the Consumer Standards 2024, we are bound to collect and process Tenant 

Satisfaction measures to report to the Regulator. These surveys are largely "perception-based 
surveys”, on our residents’ experiences of our services, which will also be published to our 
residents for transparency. 

  
4.3 Our commitment includes: 

• Acknowledging any calls, by close of business the next working day 
• Acknowledging all written customer enquiries within 24 hours and providing a response 

within seven working days. If the enquiry is far more complex, we will be clear on 
timescales 

• Deliver as many services as possible through an effortless mobile friendly website and 
customer portal, enabling an increasing number of self-service transactions 

  
4.4 General information about your tenancy and community is always available, both of which are 

published and updated on our website. 
  
5.0 Complaint Handling 
  
5.1 We have a Complaints Policy in place and all complaint outcomes are reviewed by our 

Leadership Team, our Board and reported to the Regulator. 
 

5.2 Your complaints experience seeks to resolve customer dissatisfaction as quickly as possible, 
at the first point of contact. Impartial and fair investigations of complaints are carried out, so 
evidence-based decisions are made, on the facts of the investigation required.  

  
5.3 A copy of the Complaints Policy is available on our website or by requesting a copy in writing 

or by telephone. You can also make a complaint, by telephone, email, in person or in writing. 
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5.4 We are adopters of the Complaint Handling Code, which sets out good practice to ensure 

landlords respond to complaints effectively and fairly.  
  
5.5 
 
 
 
 
 
 
 

This scheme by the Housing Ombudsman also ensures our complaint handling performance is 
published. The benefits of the Code are outlined below: 
• Complaints allow an issue to be resolved before it becomes worse. Those not resolved 

quickly can take significant resource and time to remedy 
• Involvement in complaint resolution develops staff decision-making and engagement. 
• Complaints provide our Leadership Team with a window into day-to-day operations 

allowing them to assess effectiveness 

  
5.6 Good complaint handling promotes and fosters a positive landlord and resident relationship. 
  
6.0 Scrutiny and Review 
  
6.1 We have developed a performance framework to ensure that Key Performance Indicators 

(KPI) targets are measured. Our performance is reported to our Board and monitored 
monthly at Leadership level. Anonymised data is also benchmarked with our social housing 
partners, alongside our Regulatory reporting requirements. 

  
6.2 We will be transparent to our customers by providing information within our newsletters, 

annual report, and on our website.  
  
6.3 We will continually review our data to ensure we are delivering the right services and may 

tailor our services dependant on the individual or group of residents.  To ensure inclusivity, 
this may include: 
• Understanding the socio-economic impacts on our customers 
• Consistently promoting social mobility 
• Enhancing and updating our language & accessibility options at every opportunity 
• Identifying communication needs  
• Improving resident and property profiling 

 
6.4 We will continually monitor resident feedback including compliments, complaints and 

responses to our surveys to check we are meeting service standards and learning from them 
  
7.0 Confidentiality 
  
7.1 All employees, contractors and members of the Board are required to follow our 

confidentiality guidance. 
  
7.2 Before we process any personal data (share with others) we must obtain a valid subject 

access request, and then obtain the person’s explicit consent to process that information. 
 
 
 

  
 
 
 

https://www.housing-ombudsman.org.uk/landlords-info/complaint-handling-code/
https://www.housing-ombudsman.org.uk/
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