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Neighbourhood
Office/One
Stop Shop
Customer Care & Service
Standards



Customer Care Code Of Practice

You will be treated politely, helpfully and with respect

You will have your enquiries dealt with immediately if possible – if this is not
possible, an answer will be given within an agreed timescale

You will receive a reply to correspondence within 7 working days, and if we
cannot reply fully within that time, we will tell you why

Your telephone calls will be answered promptly within 10 rings and politely with
the staff member giving their name. We will aim to deal with your enquiry
immediately. If this is not possible, then we will tell you the name of the member
of staff dealing with your enquiry and when you can expect to receive a return
telephone call

You will receive a response to telephone calls within 24 hours

You will be able to get easy access to information – including our policies and
procedures

You will be able to obtain any housing service forms or leaflets from the Falkirk
Neighbourhood Office/One Stop Shop. If they are not immediately available they
will be sent within 10 working days

You can access your personal information under the Data Protection Act 1998

You can access any other information about our Service on request, or through
the Freedom of Information (Scotland) Act 2002

You can formally complain about the housing service using our complaints
procedure

You will receive an apology if the Falkirk Neighbourhood Office/One Stop Shop
staff make a mistake

Our Aims

Our aim is to provide high quality housing and estate management services to
you

We actively seek to promote social inclusion in all our activities and to work in
partnership with you and other service providers to achieve safe and
sustainable communities

We welcome the diversity within our customer base and acknowledge the
wide variety of needs and aspirations of all our client groups

Our Customers are:

Falkirk Council tenants, their families and representatives

People seeking social rented housing in the Falkirk and the surrounding area

Residents of mixed-tenure estates

Service Standards
We will produce all written material in plain English

We will continually train all the Falkirk Neighbourhood Office/One Stop Shop
staff on our Customer Care Standards to enable them to communicate clearly and
effectively

We will contact other agencies on your behalf, where Housing Services are also
providing a service

We will ensure that information about you is treated confidentially

We will bring our service to your home and neighbourhood

We can provide translating and interpreting services if English is not your first
language

We will ensure that Council staff and our contractors carry identification when
visiting you



How to make a complaint

Please speak to the member of staff providing the service in the first instance as
most problems can be dealt with quickly by them.

If you are still not happy with the response you get you have the right to ask for
your complaint to be investigated by the Manager of the team providing the
service e.g. Neighbourhood Office, Accommodation Resource Centre (ARC),
Private Sector Team, Conflict Resolution Team or the Strategic Support Unit.

We can help you to put your complaint in writing if you wish.

If you remain dissatisfied with the response you should write to the Director of
Housing and Social Work Services at the address below:

Director of Housing and Social Work Services
Brockville
Hope Street
Falkirk
FK1 5RW

Or by E-mail to: complaintsofficer.hsw@falkirk.gov.uk

The final stage of the Council’s complaints procedure is to make your complaint
known to the Chief Executive who will review the matter and respond to you.

For further details on our complaints procedure, please refer to our complaints
leaflet which is available from all Neighbourhood Offices/One Stop Shops or visit
www.falkirk.gov.uk

We Expect You:

To let us know if you cannot keep an appointment

To give us access to your property to discuss matters with you, inspect the
property, or carry out repairs, servicing or safety checks

Not to abuse, threaten or harass our staff or contractors and to prevent
members of your household or visitors from doing so

To let us know when there are any changes to your household, for example
when someone leaves, someone moves in or you have a child

How to comment on our service

We aim to provide high quality services for you.To help us do this we need to
know what you think about the service you received.Tell us what you think we
got right, as well as what we did not get right – this helps us to improve our
services for you in the future.

You can pass on any enquiries, suggestions, comments or compliments to either:

a member of staff from your local Neighbourhood Office/One Stop Shop, or
from the Accommodation Resource Centre (ARC), the Private Sector Team,
the Conflict Resolution Team or the Strategic Support Unit – depending on
the service you have used

the manager of any of the above teams

Of course we hope that you are happy with the service you received from the
Falkirk Neighbourhood Office/One Stop Shop, but if not then you have the right
to complain.



Bo’ness
24 East Pier Street,
Bo’ness EH51 9AB
T: 01506 778899
F: 01506 778900
E: housing.boness@falkirk.gov.uk

Callendar Square
Callendar Square,
Falkirk FK1 1ZF
T: 01324 506868
F: 01324 506860
Minicom 01324 506920

Camelon
256 Main Street,
Camelon FK1 4DY
T: 01324 503640
F: 01324 503641
E: housing.camelon@falkirk.gov.uk

Dawson Centre
David’s Loan,
Bainsford FK2 7RG
T: 01324 501450
F: 01324 501451
E: housing.dawson@falkirk.gov.uk

Denny
Carronbank House, Carronbank
Crescent,
Denny FK6 6GA
T: 01324 504050
F: 01324 504051
E: housing.denny@falkirk.gov.uk

Grangemouth
5York Lane,
Grangemouth FK3 8BD
T: 01324 504550
F: 01324 504551
E: housing.grangemouth@falkirk.gov.uk

Stenhousemuir
398 Main Street,
Stenhousemuir FK5 3JR
T: 01324 503340
F: 01324 503341
E: housing.stenhousemuir@falkirk.gov.uk

Neighbourhood Offices/One Stop ShopsMonitoring and Reporting

So that we can improve our services and learn from things that we haven’t got
right in the past, we will monitor our performance to ensure that we are
achieving our service standards.

We will do this by:

Carrying out regular checks to ensure standards are being met

Carrying out service satisfaction surveys

Encouraging customer feedback

Reviewing our policy and standards on a regular basis to ensure we deliver an
excellent customer service

Reporting our performance and progress in meeting the customer service
standards
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If you would like this information in another language,
Braille, large print or audio please contact one of our

Neighbourhood Offices or One Stop Shops
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