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Getting involved

Customer 1st is our resident
involvement framework. By letting
our customers have their say, we
can monitor the services we
provide, achieve value for money
and continuously improve the way
we do things.

Resident involvement is invaluable

to us and we understand the
importance of listening to our
customers. We want to ensure we
are meeting our residents’ needs
and putting our customers first.

The options

There are a number of opportunities
for you to get involved and have
your say:

Customer Sounding Board

Join our sounding board and receive
regular updates on resident
meetings and events.

Service Groups

Work with our management team to
monitor performance and suggest
how we can improve. We have four
different service groups: Improving
Repairs; Better Homes; Customer
Contact and Safer Cleaner
Communities.

One Voice Resident Forum

Residents from each service group
take their ideas and concerns to our
senior management team.

Resident Service Inspector

Work with other residents to look
closely at service areas and identify
what works well and what needs to
be improved.

Mystery Shopping

Pose as a customer and test
our services from the comfort of
your home.
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Interview Panels

Take part in the recruitment and
selection of our new members of
staff and contractors.

Local Resident Meetings

Get together with other residents to
discuss issues affecting the area
where you live.

Resident Board Member
Join Family’s Board of Management.
Surveys

Complete our surveys and let us
know how well we are doing and
where we can improve.

We also hold coffee mornings, family
day trips and other informal events
to engage with our customers.
Please let us know if you are
interested in attending an event or
finding out more.

Points mean prizes

If you get involved through
Customer 1st, we will reward
you with a number of points.
The more you are involved the
more points you save and these
can then be swapped for
shopping vouchers. Please
contact us for further details.

Support
To support you, we provide:

© A dedicated Customer
1st team to provide help
and advice.

© Expenses such as taxi fares
and caring costs.

© A regular newsletter bulletin
about the Customer 1st
programme.

© An annual training
programme to help build
confidence, skills and
knowledge.
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How to contact us

You can contact us at our office, over the telephone,
by e-mail or on our website.

Telephone: Post:

0121766 1100 Family Housing Association
8am-8pm Monday to Friday (Birmingham) Ltd
8am-1pm Saturday Bordesley House

Emergency out of office hours: g4/4§ Cor:/entrBy1I§ooa§X
0121 766 1100 (transfer to our out It
of hours service) Website:

E-mail: www.family-housing.co.uk

post(@family-housing.co.uk
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