Uniting

Uniting Housing Service Charter

We are guided by Uniting’s values in everything we do. Our values - Compassionate,
Respectful, Imaginative and Bold - are how we conduct ourselves and work with
you.

Our commitment to you:

e We are respectful

e We provide prompt, courteous and efficient service

e We listen carefully to understand your enquiry

e We give clear, accurate and consistent information

e We respect your privacy

e Uniting staff and contractors will treat you fairly and respectfully

e We will answer your call promptly

e When you leave a recorded voice message, we will return your call within one
working day

e We will acknowledge your emails within one working day

e If you write us a letter, we will post a reply within 7 days

e If you have an appointment at our office, we will be on time or let you know if
there is a delay. If you attend our office without an appointment, we will see
you as soon as we are available.

e We respond to urgent repairs the same day, and you will receive an SMS
confirmation.

e We respond to general maintenance and repairs within 14 days. You will receive
an SMS confirmation

How you can help us deliver on our commitment:

e Be courteous, polite and respectful to Uniting workers and contractors

e Give us clear and accurate information so that we can help you promptly

e Tell us about issues as soon as they happen

o Keep your contact information up to date

e Give us your feedback in our surveys and in the other ways Uniting seeks
feedback

e Reply to our letters, emails, texts or call without delay
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