[image: image1.png]P~ "Housing

Ombudsman

L J Service



[image: image2.jpg]


[image: image3.jpg]


[image: image4.jpg]




Customer Care Statement

HOS provides a high quality and effective service.  It is committed to raising standards to achieve its mission to enable fair and early dispute resolution.  

HOS achieves this by focusing on what matters to users and maintaining constructive stakeholder relationships.  

When dealing with users we ensure:

· Access 
People can access our services as easily as possible using the best means available to them.
· Communication 

Users can understand what we can and cannot do for them, focusing on the solutions we can offer and enabling everyone who needs our help to let us know what they would prefer from us. 

· Quality 
We have a continuous improvement culture and actively seek ways to do things better.  

· Accuracy 
Everyone can trust that information we provide is reliable. 

· Security 
Users can have confidence that we respect and protect the integrity, confidentiality, and privacy of information they share with us. 

· Timeliness 
Users are aware when to expect actions from us, balancing the differing needs of all  to achieve optimum  satisfaction at least cost. 

· Feedback 
We actively listen to users and consider their current and future needs to shape what HOS does, welcoming their views. 

· Cost 
We deliver our services seeking good-value-for-money, fulfilling the standards of financial probity, transparency, and risk expected of well-run organisations. 

When dealing with stakeholders we aim to
· raise awareness of the existence and purpose of HOS by all consumers and providers of housing services whether or not in the Ombudsman's jurisdiction, by public and private bodies, and by all relevant opinion-formers, 

· foster understanding and endorsement of the values of HOS by those who might use it, be affected by it, by relevant opinion-formers, and by the public,

· seek extending the jurisdiction of HOS to consumers of housing services not yet within its remit or otherwise enfranchised.



