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Introduction

The Customer Service Commitment booklet explains how you can expect to be treated and what 
standard of service you will receive when contacting Housing and Building Services.

The booklet explains the following: -

l    West Lothian Council values 

l    What the Customer Service Commitments are, and why they are important

l    How you will know we are keeping our promises
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Values

Providing excellent customer service is the responsibility of every member of staff. 
We will treat you with honesty and respect, in keeping with the Council’s values: -

l    Focusing on our customers needs

l    Being honest, open, transparent and accountable

l    Providing equality of opportunities

l    Developing employees

l    Making best use of resources and

l    Working in partnership

All members of staff will be assessed against the following 10 statements. Customer surveys, and
performance meetings will also be carried out to ensure that customers’ experience of service
delivery confirms that staff measures up.

Commitment 
l    We make sure that the quality of the service is our highest priority

Credibility 
l    We make sure that you can trust in Housing and Building Services

Classification 
l    We prioritise our service tasks around customers’ needs and priorities

Capability  
l    We are always willing to ‘go the extra mile’
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Courtesy 
l    We are unfailingly polite, considerate, tolerant and friendly, when dealing with customers

Creativity 
l    We try to think of ways to improve our service performance

Consistency 
l    We always let customers know what to expect from us  

Communication 
l    We keep our customers well informed at all times

Contact 
l    We provide the service when customers expect it

Consultation 
l    We frequently seek customers’ opinion
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We report our performance to you by publishing information in Bulletin, Tenants News, Applicants News, 
Homelessness Newsletter, on www.westlothian.gov.uk and on the Plasma Screens in local offices. 

Every year we set targets for all our activities. We monitor our performance against these targets to make 
sure we are on track.

Target setting
The targets are set as part of our service planning process, which includes local service planning. 
Community Days are held for consultation with tenants, other services within the council, and other 
partners such as the police and community groups.  This includes feedback on local priorities.

When setting each target we consider:

l    The performance level we achieved in the previous year – we aim to continuously improve

l    The performance achieved by other organisations – we aim to compare with the best

l    Your priorities and expectations – we aim for high levels of customer satisfaction

Targets

How you will know we are keeping our promises
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Measures

The tables in this booklet set out our service standards and commitments.   They tell you what we will do, 
when we will do it, and how we will measure that we are keeping our commitments.

The measures we use include:

Quality Assurance Checks
This is when a quality assurance officer or manager checks a file or computer record in order to make sure 
our commitments are being kept. This is usually done by randomly selecting a sample to check, rather 
than by checking all cases. 

Customer Surveys
Customer surveys are carried out by telephone, post or in person. They include:

l    Annual Tenant Satisfaction Survey

l    Tenant Satisfaction Visit 

l    Lettings survey of people who have just been allocated a house

l    Surveys of customers who have used the repairs service

l    Survey of customers who have used our antisocial behaviour services once their case is closed

l    Survey of customers who have used the homelessness service

l    Survey of people who have used the complaints process

l    Survey of customers who have used the Housing Support Service

l    Enhanced Estates Management survey of customers who live in blocks with communal areas

l    Annual survey of tenants in temporary accommodation
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Monthly Performance
There is a performance assessment framework in place in Housing and Building Services. A wide range of 
performance measures and outcomes are collected. These include:

l    Computer generated reports

l    Information recorded by front line staff

l    Information from other services (e.g. Revenues, Building Services)   

The information is analysed and discussed by senior managers each month, and action to correct any 
problems is agreed.  Local performance is reported to the Housing Networks.

Individual ‘one-to-one’ performance meetings also take place between staff and their manager. These 
meetings are used to praise good performance and to draw up an action plan to address any poor 
performance.

If you have a question or enquiry about any Council Service your first point of contact is one of our 
Customer Service Centres or our website www.westlothian.gov.uk.  

Application forms and information leaflets are available from every Customer Service Centre.  The 
Customer Service Centres and telephone numbers are listed on the back page of this booklet.
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We will When Measures

Resolve your enquiry At time of request or inform you 
when we will get back to you

Tenant Satisfaction Visit Questionnaire

Acknowledge all correspondence
i.e. letter, email, fax

Within 5 working days Information recorded by front line staff

Provide access to emergency advice and 
assistance 27/4

24 hours a day, 7 days a week Temporary Tenancy Satisfaction Survey

Not keep you waiting to speak to someone 
for more than 10 minutes

When you visit one of our
Customer Information Centres

Information recorded by Council
Information Service

Return your phone call if you were unable to 
get through to an Advisor because the lines 
were engaged

Within 3 hours Information recorded by automatic 
telephone monitoring system at the 
Customer Contact Centre

Advise you that you are entitled to be
accompanied in any interview by a friend
or advisor

When arranging any interview Homelessness Survey

Use a private interview room when
discussing anything personal or confidential 
with you

When required or requested Homelessness Survey

Provide an interpreter or signer, and provide 
translation, large print or audio versions of 
any of our publications

Within 5 working days of request Monitoring of Language Line and
Translation Service usage

Ensure all our advisors are approachable, 
friendly

When dealing with customers Tenant Satisfaction Visit Questionnaire

Keep you informed of progress of your query Within 5 working days Tenant Satisfaction Visit Questionnaire

Advise you of how to request a review of any 
decision or make an appeal, and the relevant 
timescales

When advising you of any decision Customer surveys

Our Customer Service Commitments

What can you expect when you contact us?
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We will When Measures

Interview you to assess your housing needs 
and identify and discuss all options and try 
to prevent you becoming homeless

Same day if roofless Analysis of computer generated reports

If you are threatened with loss of your
existing home: arrange an appointment to 
assess your housing needs and identify and 
discuss ways in which crisis can be prevented

Within 5 working days if threatened 
with loss of existing home

Homelessness Survey

Advise you of the Council’s duty to provide 
interim accommodation if you are home-
less whilst we fully check whether you are in 
priority need and unintentionally homeless

During the interview, for up to 2 
months

Homelessness Survey

Advise you in writing of the outcome of your 
interview

Within 28 days Quality Assurance Checks

Accompany you to view temporary
accommodation

Within 1 working day of offer of 
temporary accommodation

Temporary Accommodation Survey

Arrange free travel to school if your
temporary accommodation is in a different 
community

At sign-up interview Temporary Accommodation Survey

Arrange storage of your furniture At sign-up interview Temporary Accommodation Survey

Homelessness
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We will When Measures

Offer you an appointment At the time of your request Repairs Survey

Complete the work in the promises timescale Tell you the target date for
completing the work when you 
report the repair

Repairs Survey

Complete the repair at the first visit At the first visit Analysis of computer generated reports

Ensure the repair is completed to a good 
quality standard

When carrying out the repair Repairs Survey

Tidy up after completing the work Before leaving your home Repairs Survey

Ensure your home has a current Gas Safety 
Certificate if you have gas appliances

Annually Analysis of computer generated reports

Repairs

We will When Measures

Visit you to discuss the complaint,
take your statement and agree an action 
plan

Arrange to visit within
l  1 weekday in harassment cases
l  5 working days in other cases

Antisocial Behaviour Survey

Antisocial Behaviour
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We will When Measures

Ensure you are fully aware of the support 
plan and agree with the service to be
provided

During the first visit to your home Housing Support Survey

Housing Support

We will When Measures

Arrange a joint visit to the house and discuss 
any issues with you, including repair and 
decoration

Accompanied visit arranged within 
24 hours of making you an offer

Lettings Survey

Make sure the house is in an acceptable 
condition

At the time of the accompanied 
viewing

Lettings Survey

Lettings

We will When Measures

Inspect and clean the stairs and do any 
necessary work

In accordance with the agreed
Schedule

Enhanced Estates Management Survey

Ensure the grass is cut, litter is picked, weeds 
are killed and hard surfaces are swept

Grass cut         - 20 x year
Litter picked  - 50 x year
Weeds killed  - 4 x year
Sweeping       - 13 x year

Enhanced Estates Management Survey

Estates Management
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We will When Measures

Provide useful information about our
services

At all times Annual Tenant Satisfaction Survey

Consult you on changes to Housing and
Building Services

Before making any changes Annual Tenant Satisfaction Survey

Take account of your views When making decisions and 
developing the service

Tenant Satisfaction Visit Questionnaire

Tenant Participation

We will When Measures

Help those wishing to appeal or complain
to understand the process

On request Customer Surveys

Aim to resolve your complaint Within 5 working days Analysis of computer generated reports

Advise you, in writing, of the outcome of
your appeal

Within 10 working days Quality Assurance Checks

Appeals and Complaints
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Customers with Special Requirements

Text phones offer the opportunity
for people with a hearing

 impairment to access the council.

The Text Phone number is

18001 01506 464 427

A loop system is also available
in all offices.

www.westlothian.gov.uk/housing
Housing & Building Services (01506) 775000
Email: customer.service@westlothian.gov.uk

If you have used the council’s complaints procedure and you are still unhappy,
you can pas your complaint, within a year, to the Scottish Public Ombudsman,

4 Melville Street, Edinburgh EH3 7NS.  Tel. 0800 377 7330
Email: ask@spso.org.uk
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