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Mansfield District Council Housing Services
Communications Charter













OURC COMMITMENT TO YOU
We are committed to clear, honest and respectful communication with all our tenants, leaseholders and residents.
This Communications Charter explains how we will communicate with you and the standards you can expect from us. It supports our duties under the Consumer Standards set by the Regulator of Social Housing, including the Transparency, Influence and Accountability Standard.
OUR PRINCIPLES
We will:
1. Be Clear: We will use plain English and avoid jargon.If we must use technical terms, we will explain them.
2. Be Open and Honest: We will provide accurate information about our services, performance and decisions. If we make a mistake, we will admit it and put it right.
3. Be Timely: We will respond to enquiries and complaints within published timescales. We will keep you updated if something takes longer than expected.
4. Be Respectful: We will treat you with courtesy and professionalism. We expect the same in return.
5. Be Accessible: We will provide information in formats that meet your needs, including large print, translation and alternative formats where required. We will make it easy for you to contact us.
6. Listen and Act: We will seek your views and take them into account when making decisions about housing services. We will explain how your feedback has influenced our actions.
7. Protect Your Privacy: We will handle your personal information securely and in line with data protection law.
8. Be Accountable: We will publish clear information about our performance.
We will explain how we are meeting regulatory standards and where we need to improve.
HOW WE WILL COMMUNICATE TO YOU
We will communicate through:
· Letters
· Email
· Telephone
· Text message
· Our website
· Social media
· Tenant newsletters
· Meetings and resident forums
You can tell us your preferred method of contact.
SERVICE STANDARDS
When You Contact Us
· We will answer phone calls promptly during office hours
· We will respond to your telephone enquires within 3 working days if the officer you need to speak with is not available.
· We will reply to emails within 3 working days.
· We will respond to letters within 5 working days.
· If we cannot resolve your enquiry straight away, we will explain what will happen next.
Repairs Communication
· We will confirm repair appointments.
· We will tell you if an appointment needs to change.
· We will explain any delays.
Complaints
We operate a clear, fair and accessible complaints process.
· We will acknowledge your complaint within 5 working days.
· We will respond to all complaints in line with the Housing Ombudsman Complaints Handling Code.
· If you remain dissatisfied, we will explain how to escalate your complaint.
We will learn from complaints and publish information about improvements we have made.
TRANSPARENCY AND PERFORMANCE INFORMATION
In line with the Consumer Standards set by the Regulator of Social Housing, we will publish:
· Performance information (including Tenant Satisfaction Measures) 
· Information about rent and service charges
· How we are spending money on repairs and improvements
· Health and safety compliance information
· How you influence our services


As a minimum we will publish:
· Tenant Satisfaction Measures – Annually
· Health and safety compliance – Annually
· Rent and service charges – Annually
· Spend on repairs and improvements – Annually
· Other key performance information (KPI’s) including Damp and Mould – Quarterly
· How you have influenced our services (including feedback from complaints) – Annually
We will also publish minutes (from meetings as they happen) and quarterly reports from:
· Tenant Assurance Panel 
· Tenant Scrutiny Panel
· Policy Review Group
This information will be easy to find on our website and available in other formats on request.
TENANT ENAGEMENT AND INFLUENCE
You have the right to be involved in decisions that affect your home and community.
We will:
· Offer opportunities to take part in surveys and consultations
· Support tenant panels and other tenant groups
· Provide feedback on the outcome of consultations
· Be clear about what decisions residents can influence
EQUALITY AND FAIRNESS
We are committed to treating all residents fairly.
We will not discriminate on the grounds of age, disability, gender, race, religion, sexual orientation or any other protected characteristic.
We will make reasonable adjustments to ensure services are accessible to everyone.
MONITORING THIS CHARTER
We will review this Communications Charter every year.
We will report on how well we are meeting these commitments and where we need to improve.
IF WE FALL SHORT
If you are unhappy with our service:
1. Contact us so we can try to resolve the issue quickly.
2. Use our formal complaints procedure if needed. https://www.mansfield.gov.uk/council-councillors-democracy/complaints-1/1 
3. If you remain dissatisfied, you can contact the Housing Ombudsman Service.
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