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Customer Facing

Customer Services Team

« We'll answer your calls to our Customer
Services Team via 0345 5211993, Monday to
Friday, from 8:30am-5pm.

« Wel'll answer your call courteously and clearly
stating our name and if your call is waiting to
be answered by the Customer Services Team,
you will hear your call position in the queue.

« Welll answer your call within 100 seconds.

« We aim to provide you with a high-quality
service, and we will check that all queries have
been dealt with promptly and summarise what
has been agreed.

« We'll respond to your emails to
hello@54northhomes.co.uk within five
working days. If we are unable to assist you,
our Customer Services Team will let you know
within two working days when you can expect
a response from one of our specialist teams.

« Where your query is being dealt with by one
of our specialist teams, they will contact you
within five working days from the initial query
and provide you with a resolution or update.

« We'll respond to enquiries received via
54North Homes portal within five working
days.

« When you attend your booked appointment
in our offices, we will greet you and aim to
assist you with your query.

« We'll make every effort to meet your specific
needs, such as an interpreter, translation of
important documents, a larger print size, or
braille or taped versions.

Complaints

« We will ensure our Complaints, Compliments
and Suggestion policy is clear, simple and
accessible.

« Welll acknowledge your formal complaint
within five working days of being raised.

« Well respond to stage one complaints in
writing within ten working days or with good
reason the complaint can be extended up to
another ten working days. The complaint lead
will advise the customer of why this is.

« Well respond to stage two complaints in
writing within twenty working days or with
good reason the complaint can be extended
up to another twenty working days, the
complaint lead will inform the customer of
why this is.

« We offer to telephone the complainant to
assist in investigating their concerns before the
investigations are concluded.

« Wel'll use complaints feedback to continuously
improve our services and accountability to
customers.

« We'll publish the number of formal complaints
we have received and any learning from
complaints in 54North Homes Annual Report
to Customers, on our website and through our
newsletters.

« Welll oversee the successful resolution of any
complaint actions, including any remedies
to ensure your complaint is satisfactorily
resolved. We will check the complaint has
been satisfactorily resolved before closing the
complaint.



Customer Involvement -
What you can expect from us

We'll provide information in accessible formats
for everyone.

Wel'll offer a diverse range of involvement
options in our Customer Involvement Policy.

We'll consult and involve you on issues that
affect your home in ways that are convenient
to you; face to face, by phone, email, surveys,
website, portal, pop up events, virtual events
and e-bulletins.

Customers (Customer Experience Committee)
will form part of 54North’s strategic
governance framework.

WEe'll reimburse reasonable expenses when
you are invited to attend training/meetings/
events.

Repairs, Investment and Home
Safety

Customers can report repairs via the 54North
Homes customer portal, by telephone, by
email and by letter.

We will provide an out of hours emergency
repairs service to make safe any repairs
presenting an immediate risk to a person or
property within twenty-four hours.

Our Repairs policy outlines the repairs which
are the responsibility of customers. This policy
is available on our website. It is a customer’s
responsibility to report repairs in a timely
manner to prevent unnecessary damage or
deterioration of our properties.

Karbon Homes provides our day-to-day
repair services. Contractors will deliver gas
and electrical services, as well as planned
maintenance and specialist services, such
as larger structural repairs, pest control and
drainage repairs, on our behalf.

We offer repair appointments Monday to
Friday, between 8am and 6pm and surveying
appointments between 9am and 5pm.

If the Karbon colleague or contractor arrives
and you are not in, they will leave a card to tell
you they have called. You will need to contact
us to arrange another appointment

We'll arrange planned works at a suitable time
for the customer.

We'll ensure any defects are remedied in line
with the timescales agreed with our contractor
and developer partners.

We'll carry out an end of defects inspection
twelve months after the building is completed
to capture any outstanding repairs which

will be completed by the contractor prior

to 54North Homes taking on liability for any
repairs.

We will publish our repairs performance
information in our Annual Report to customers
and via our website.

Timescales:

Karbon Homes delivers repair services on
our behalf, with support from contractors.
They'll work to the following timescales:

Timescale

Within 24 hours

Category
Emergency
Urgent
Standard

20 working days
60 working days

54North and Karbon colleagues, as well
as our contractors, will:

Show you identification before entering
your property.

Protect your home and belongings from
dirt, damage and dust.

Carry out repair and inspection work
(except in an emergency) between 8am
and 6pm, Monday - Friday.

Treat your home with respect.

Make a suitable appointment for all
internal work.

Call ahead if they are going to be late or not
make the appointment.

Where possible try to achieve a
first-time fix.



Summary of Customers Repair Responsibilities

You are responsible for insuring the contents of
your home and garden. 54North Homes do not
automatically insure your furniture, belongings
and decorations against fire, theft, vandalism

or water damage such as burst pipes. We

have teamed up with Royal & Sun Alliance
Insurance to provide low-cost contents insurance
specifically for 54North Homes residents, please
view here for more information Contents
Insurance - 54North Homes.

Your repair responsibilities include (but are not limited to):

Repair type

Basin or sink is blocked

Plug and chain is broken or missing

home if you have lost your keys

Adjusting internal doors when customer has

had new flooring fitted

Floors, walls and ceilings

Decorating
Small cracks in plaster on wall

Small repairs to plaster on ceiling

Garages

Replacement keys and gaining entry to your

garage if you have lost your keys

Roofing

TV aerials or satellite dishes (unless it is
a communal service e.g. more than one
household is affected)

Locks, latches and fittings

Replacement keys if you have lost them

Pest control

Replacement keys and gaining entry to your

Shower is blocked (Ist attempt)

Plug and chain is broken or missing

Electrics including lighting

Replacing batteries in a battery-operated
smoke detector if batteries have run out in
between services

Internal light bulb needs replacing - all
non-sealed light units

Appliances such as cookers, fridges and TVs
(*unless the appliance is the property of
54North Homes)

Heating and hot water

No heating/hot water resulting from utility
supplier issue

Outside the property

Mowing and tidying your garden:
non-communal gardens

Toilet is blocked

Replacing broken toilet seats

Dealing with infestation: customer’s property
e.g. rats, cockroaches, wasps*



Anti-social Behaviour (ASB)

All our customers have a right to live in peace in « Acknowledge your report within two

their own home and your neighbours also have working days for any low risk of harm. If more
the same rights. information is required, we will contact you at
If you report a case of ASB to 54North Homes, the earliest opportunity to discuss the case.
welll: « Carry out a random sample of customer

satisfaction to help us understand what our
customers think of the service and how we
can improve.

o Ensure all anti-social behaviour is taken
seriously and viewed impartially.

« Risk assess the case when you first report it
to us.

« Acknowledge your report within one working
day for hate motivated crimes, or situations
where there is a high risk of harm. If more
information is required, you can expect us
to contact you to discuss the case within five
working days. We'll agree to a Community
Safety Action, Support and Communications
plan within ten working days for high-risk
cases.



