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Homelessness
Customer Care & Service Standards



Service Standards

� We will produce all written material
in plain English

� We will continually train all staff at
the Accommodation Resource
Centre (ARC) on our Customer
Care Standards to enable them to
communicate clearly and
effectively

� We will contact other agencies on
your behalf if you ask us to

� We will make sure that any
personal information about you or
your family is kept confidential

� We will visit you at home or at a
place suitable to you if it is difficult
for you to get to our office

� We will ensure that we can provide
you with information in a format
that you can understand

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

� We can provide information in
alternative formats if required, for
example Braille, Large Print or
Audiotape

� We will ensure that our staff and
our contractors carry identification
when they visit you

� We will give you advice and
information about other services
that may be able to help you

� If you move into temporary
accommodation, we will visit you
within one week and agree with
you how often we will visit from
then on

� We will explain all decisions we
make about your case

� You can ask us to review our
decision about your housing
situation. For more information
please see our leaflet “Homeless
Appeals Process” which is available
from the Accommodation
Resource Centre or from our
website www.falkirk.gov.uk

� If you are unhappy with any offer(s)
of housing you receive, you can ask
to have the situation looked at
again. For more information please
see our leaflet “Housing Allocations -
Appeals Process” which is available
from the Accommodation Resource
Centre or your local Neighbourhood
Office/One Stop Shop.

Our Aims

� Our aim is to provide a high quality
homelessness service to you 24
hours a day, 365 days a year

� We actively seek to promote social
inclusion in all our activities and to
work in partnership with you and
other service providers to resolve
your housing problems promptly

� 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:

� People who are homeless or at risk
of becoming homeless.
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We Expect You:

� To let us know if you cannot keep
an appointment

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

� To give us access to any temporary
accommodation that you occupy
to inspect or carry out repairs,
servicing or safety checks

� To let us know if your situation
changes.

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 receive. This
helps us to improve our services for
you in the future.

� You can make suggestions,
comments or complaints by
contacting a member of staff at
the Accommodation Resource
Centre.

� Of course we hope that you are
happy with the service that you
received from the
Accommodation Resource Centre,
but if not then you have the right to
complain.

Customer Care Code of
Practice

� We will treat you politely, helpfully
and with respect

� We will deal with any enquiry from
you immediately if possible. If this is
not possible, we will give you an
answer within a timescale we
agree with you

� We will send a reply to any letter or
email we receive from you within 7
working days, and if we cannot
reply fully within that time, we will
tell you why

� We will assess your homeless
application within 28 days of the
date of your application. However
this may take longer depending on
the circumstances of your
homeless application

� Wewill answer telephone calls from
you promptly (within 10 rings). Staff
will be polite and give their name.We
will try to deal with your enquiry
immediately. If this is not possible, we
will tell you the name of themember
of staff dealing with your enquiry and
when you can expect to receive a
return phone call

� If the person you want to speak is
not available when you call they or
another member of staff who
knows about your case will call you
back within 24 hours

� An assessment officer will see you
as soon as possible, either on the
day that you approach us or the
next working day

� We will try to make sure that the
same member of staff deals with
your case from start to finish

� You can be interviewed by a
member of staff of the same sex as
you

� You can bring a friend, relative or
support worker along to your
interview

� Discussions and interviews will be
held in private

� We have a formal process you can
follow if you wish to make a
complaint. See our complaints
procedure on page 6.

� 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 will receive an apology if any
member of staff at the
Accommodation Resource Centre
makes a mistake.
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Independent Advice

At any time during your homelessness
assessment you can get independent
advice from a solicitor, the Citizens
Advice Bureau or Shelter.

Monitoring and Reporting

So that we can improve our services
and learn from things that we got
right in the past, we will monitor our
performance to ensure we are
achieving our service standards.

To do this we will:

� Carry out regular checks to ensure
standards are being met

� Carry out service satisfaction
surveys

� Encourage customer feedback

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

� Report our performance and
progress in meeting the customer
care service standards.

Advice and Support Agencies

Falkirk and District Women’s Aid
4 Wellside Place
Falkirk FK1 5RL
Tel: 01324 635661

Falkirk District Association for Mental
Health
The Victoria Centre
102 Thornhill Road
Falkirk FK2 7AE
Tel: 01324 629955

Shelter
Tel: 0808 800 4444

Can give free, independent and
confidential advice on all housing
matters.

Citizens Advice Bureaux

Falkirk CAB
27 - 29 Vicar Street
Falkirk
FK1 1LL
Tel: 01324 611244

Denny and Dunipace CAB
24 Duke Street
Denny FK6 6DD
Tel: 01324 823118

Grangemouth and Bo’ness CAB
1 Kerse Road
Grangemouth FK3 8HW
Tel: 01324 483467

How to make a complaint

We suggest you first contact the
member of staff who provides the
service to you because they can
usually sort out the problem quickly
and to your satisfaction.

If you are not happy with the
response you get, you can ask the
Manager of the team to investigate
your complaint.

You can make the complaint in
person, by phone or in writing.

You can also collect a leaflet (which
includes a complaints form) from the
Accommodation Resource Centre or
any of our Neighbourhood Offices
and One Stop Shops. You can also
get this information from Falkirk
Council’s website www.falkirk.gov.uk

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

Whichever way you choose to
contact us, we will get back to you
with a response within 7 working days.

If you are still not happy with the
response, you should write to the
Director of Corporate &
Neighbourhood Services at the
address below:

Director of Corporate &
Neighbourhood Services, Municipal
Buildings, West Bridge Street, Falkirk,
FK1 5RS.

Or by email to:-
director.ccs@falkirk.gov.uk

The final stage of Falkirk Council’s
complaints procedure is to write to
the Chief Executive who will review
the matter and respond to you.

If you have gone through all stages of
our complaints procedure and are still
not satisfied, you may wish to take
your complaint to the Scottish Public
Services Ombudsman for final
independent arbitration.
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Accommodation Resource
Centre
21-25 High Street
Falkirk
FK1 1ES
01324 503600
Freephone 0800 587 4440

Bo’ness One Stop Shop
24 East Pier Street
Bo’ness
EH51 9AB
01506 778899

Denny One Stop Shop
Carronbank House
Carronbank Crescent, Denny
FK6 6GA
01324 504050

Callendar Square One Stop
Shop
Callendar Square
Falkirk
FK1 1ZF
01324 506868

Grangemouth One Stop Shop
5 York Lane
Grangemouth
FK3 8BD
01324 504550

Camelon One Stop Shop
256 Main Street
Camelon, Falkirk
FK1 4DY
01324 503640

Stenhousemuir One Stop Shop
398 Main Street
Stenhousemuir
FK5 3JR
01324 503340

Dawson Centre
David’s Loan
Falkirk
FK2 7RG
01324 501450

Contact List for the Accommodation Resource Centre
and Neighbourhood Offices/One Stop Shops

If you would like this information in another language, Braille,
LARGE PRINT or audio please contact the ARC or one of our
Neighbourhood Offices or One Stop Shops.
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